Level 3 NVQ Certificate in Business & Administration
Rules of Combination

To achieve a Level 3 Certificate in Business & Administration, you must complete a minimum of
30 credits, of which, at least 20 credits must be selected from Level 3 units:

1. Thirteen credits must be completed from GROUP A MANDATORY UNITS; and,

2. A minimum of 11 credits from GROUP B OPTIONAL UNITS, of which:

A. Only one unit may be selected from units A/601/2483 or F/601/2484 or T/601/2532 from
Group B3: Document Production;

B. Either unit T/601/2482 or M/601/2531 may be selected from Group B4: Document
Production, but not both;

C. Either unit 1/601/2485 or A/601/2533 may be selected from Group B4: Document
Production, but not both;

D. Either unit L/601/2486 or F/601/2534 may be selected from Group B4: Document
Production, but not both;

E. Either unit L/601/2505 or R/601/2540 may be selected from Group B5: Events and
Meetings, but not both;

F. Either unit D/601/2508 or Y/601/2541 may be selected from Group B5: Events and
Meetings, but not both;

G. Either unit Y/601/2510 or H/601/2543 may be selected from Group B5: Events and
Meetings, but not both;

H. Either unit T/601/2515 or D/601/2542 may be selected from Group B5: Events and
Meetings, but not both;

I. Either unit K/601/2480 or Y/601/2457 may be selected from Group B7: Customer Services,
but not both; and,

J. Either unit J/601/2518 or A/601/2564 may be selected from Group B8: Manage
Information and Data, but not both;

K. Either unit L/601/2536 or T/601/2563 may be selected from Group B8: Manage
Information and Data, but not both;

L. Either unit A/601/2547 or K/601/2575 may be selected from Group B10: Innovation and
Change, but not both; and,

3. A maximum of 6 credits from GROUP C OPTIONAL UNITS; of which,

A. Either Unit F/502/4396 (Bespoke or specialist software) or Unit 1/502/4397 (Bespoke or
specialist software) may be selected from Group C6: IT, but not both;

B. Either Unit F/502/4559 (Data management software) or Unit A/502/4560 (Data
management software) may be selected from Group C6: IT, but not both;

C. Either Unit M/502/4555 (Database software) or Unit T/502/4556 (Database software) may
be selected from Group C6: IT, but not both;

D. Either Unit 1/502/4156 (Improving productivity using IT) or Unit L/502/4157 (Improving
productivity using IT) may be selected from Group C6: IT, but not both;

E. Either Unit Y/502/4257 (IT security for users) or Unit D/502/4258 (IT security for users)
may be selected from Group C6: IT, but not both;

F. Either Unit M/502/4622 (Presentation software) or Unit T/502/4623 (Presentation
software) may be selected from Group C6: IT, but not both;

G. Either Unit L/502/4210 (Setting up an IT system) or Unit R/502/4211 (Setting up an IT
system) may be selected from Group C6: IT, but not both;

H. Either Unit F/502/4625 (Spreadsheet software) or Unit 1/502/4626 (Spreadsheet software)
may be selected from Group C6: IT, but not both;

I. Either Unit F/502/4379 (Using collaborative technologies) or Unit T/502/4380 (Using
collaborative technologies) may be selected from Unit Group C6: IT, but not both;

J. Either Unit R/502/4631 (Website software) or Unit Y/502/4632 (Website software) may be
selected from Group C6: IT, but not both; and,

K. Either Unit R/502/4628 (Word processing software) or Unit Y/502/4629 (Word processing
software) may be selected from Group C6: IT, but not both.
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GROUP A: MANDATORY UNITS (13 credits)

LEVEL WB::)JNIT UNIT TITLE CREDITS | GLH
3 L/601/2519 | Manage own performance in a business environment 3 12
3 F/601/2520 Eva!uate and improve own performance in a business 3 22
environment
3 J/601/2521 | Work in a business environment 4 21
3 K/601/2527 | Communicate in a business environment 3 14

GROUP B: OPTIONAL UNITS (Minimum of 11 credits)

B1: WORK RESPONSIBILITIES
3 L/601/2522 | Solve business problems 4 18
3 R/601/2523 | Work with other people in a business environment 4 12
3 Y/601/2524 | Contribute to decision-making in a business environment 3 12
3 D/601/2525 | Negotiate in a business environment 5 20
3 H/601/2526 | Supervise a team in a business environment 6 52
B2: BUSINESS SUPPORT SERVICES
3 | T/601/2546 | Supervise and office facility | 5 | 23
B3: PROJECT MANAGEMENT
3 | 3/601/2549 | Contribute to running a project | 5 | 30
B4: DOCUMENT PRODUCTION
2 T/601/2482 | Produce documents in a business environment 4 15
2 A/601/2483 | Prepare text from notes 3 15
2 F/601/2484 | Prepare text from notes using touch typing (40 wpm) 3 15
2 J/601/2485 | Prepare text from shorthand (60 wpm) 8 55
2 L/601/2486 | Prepare text from recorded audio instruction (40 wpm) 4 35
3 M/601/2531 | Design and produce documents in a business environment 4 25
3 T/601/2532 | Prepare text from notes using touch typing (60 wpm) 4 10
3 A/601/2533 | Prepare text from shorthand (80 wpm) 8 45
3 F/601/2534 | Prepare text from recorded audio instruction (60 wpm) 4 25
B5: EVENTS AND MEETINGS
2 L/601/2505 | Support the organisation of an event 2 15
2 D/601/2508 | Support the co-ordination of an event 3 20
> Y/601/2510 ijcpopncirn:(:zit?gganisation of business travel or 3 18
2 T/601/2515 | Support the organisation of meetings 4 18
3 R/601/2540 | Plan and organise an event 4 28
3 Y/601/2541 | Co-ordinate an event 4 30
3 D/601/2542 | Plan and organise meetings 5 25
3 H/601/2543 | Organise business travel or accommodation 5 20
3 K/601/2544 Evaluate the .organisation of business travel or > 10
accommodation
B6: COMMUNICATIONS
2 H/601/2476 | Use electronic message systems 1 6
2 K/601/2477 | Use diary systems 3 9
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WBA UNIT

LEVEL NO. UNIT TITLE CREDITS | GLH
2 M/601/2478 | Take minutes 4 15
3 M/601/2528 | Develop a presentation 3 15
T/601/2529 | Deliver a presentation 3 15
B7: CUSTOMER SERVICE
T/601/2479 | Handle mail 3 17
K/601/2480 | Provide reception services 15
2 Y/601/2457 | Meet and welcome visitors 3 23
3 A/601/2550 i[:::(lanr/:gl, gz?ét;refsnd evaluate customer services to 3 12
3 F/601/2551 (Ee)ft“evr(ra\rall ?lj)srlg(;:e?2d evaluate customer services to 3 12
3 D/601/1228 | Use customer service as a competitive tool 8 53
3 J/601/1515 | Monitor and solve customer service problems 6 40
B8: MANAGE INFORMATION AND DATA
2 R/601/2487 | Organise and report data 3 12
2 Y/601/2488 | Research information 4 17
2 R/601/2490 | Store and retrieve information 3 17
2 Y/601/2491 | Archive information 2 13
> 3/601/2518 ﬁ—:;gfni:tit:: :;:tl';angiement and development of an 7 40
3 L/601/2536 S;ftzcr)nrt the design and development of an information 7 35
3 R/601/2537 | Monitor information system 7 30
3 Y/601/2538 | Analyse and report data 6 30
4 T/601/2563 | Design and develop an information system 7 30
4 A/601/2564 | Manage and evaluate an information system 6 20
B9: BUSINESS RESOURCES
2 H/601/2493 | Use office equipment 4 18
2 M/601/2495 | Maintain and issue stationery stock items 3 14
3 D/601/2539 | Order products and service 5 35
3 J/601/2552 | Agree a budget 4 25
B10: INNOVATION AND CHANGE
2 F/601/2517 | Respond to change in a business environment 3 16
3 A/601/2547 | Contribute to innovation in a business environment 4 30
4 K/601/2575 | Contribute to innovation in a business environment 6 25
4 M/601/2576 | Plan change for a team 6 22
B11: SPECIALISED BUSINESS SUPPORT SERVICES — HUMAN RESOURCES
2 T/601/2790 | Administer human resources records 3 20
2 A/601/2791 | Administer the recruitment and selection process 3 30
B12: SPECIALISED BUSINESS SUPPORT SERVICES - PARKING
3 L/601/2648 Qggwlc?\ﬁlti;El(a\i;lgnagpggglgrafflc challenges, representations 9 40
3 R/601/2649 | Administer statutory parking and traffic appeals 9 45
LEVEL WBA UNIT UNIT TITLE CREDITS | GLH
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NO.

3 J/601/2650 | Administer parking and traffic debt recovery 9 54

2 1/601/2647 | Administer parking dispensations 4 14
B13: SPECIALISED BUSINESS SUPPORT SERVICES - EDUCATION

3 D/601/7787 | Provide administrative support in schools 8 53
B14: SPECIALISED BUSINESS SUPPORT SERVICES - LEGAL

3 H/601/7791 | Administer legal files 7 25

3 K/601/7792 | Build case files 20

3 M/601/7793 | Manage case files 5 25

GROUP C: OPTIONAL UNITS (Maximum of 6 credits)

Cl1: HEALTH, SAFETY AND SECURITY OF PEOPLE PREMISE AND PROPERTY

Use occupational and safety guidelines when using

stakeholders

1 T/601/2465 keyboards 2 20
C2: IT
2 F/502/4396 | Bespoke software 3 20
2 F/502/4559 | Data management software 3 20
2 M502/4555 | Database software 4 30
2 1/502/4156 | Improving productivity using IT 4 30
2 Y/502/4257 | IT security for users 2 15
2 M/502/4622 | Presentation software 4 30
2 L/502/4210 | Set up an IT system 4 30
2 F/502/4625 | Spreadsheet software 4 30
2 F/502/4379 | Using collaborative technologies 4 30
2 R/502/4631 | Website software 4 30
2 R/502/4628 | Word processing software 4 30
3 1/502/4397 | Bespoke software 4 30
3 A/502/4560 | Data management software 4 30
3 T/502/4556 | Database software 6 45
3 L/502/4157 | Improving productivity using IT 5 40
3 D/502/4258 | IT security for users 3 20
3 T/502/4623 | Presentation software 6 45
3 R/502/4211 | Set up an IT system 5 40
3 J/502/4626 | Spreadsheet software 6 45
3 T/502/4380 | Using collaborative technologies 6 45
3 Y/502/4632 | Website software 5 40
3 Y/502/4629 | Word processing software 6 45
LEVEL WBQ:;.NIT UNIT TITLE CREDITS | GLH
C4: LEADERSHIP AND MANAGEMENT
4 K/600/9711 | Manage physical resources 3 25
4 M/600/9712 | Manage the environmental impact of work activities 5 10
4 T/600/9601 rP(;‘:[\J/(i)dnesilbeiaiict:l;arship and direction for own area of 5 30
4 M/600/9676 f:sri)p;c:‘]rstnl;ial?t?ing and development within own area of 5 25
4 K/600/9661 Develop working relationships with colleagues and 4 20
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GLH:
Minimum: 126
Maximum: 206
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Level 3 NVQ Diploma in Business & Administration

Rule of Combination

To achieve a Level 3 Diploma in Business & Administration, you must complete a minimum of 40
credits, of which, at least 27 credits must come from units at Level 3:

1. Thirteen credits must be completed from GROUP A MANDATORY UNITS; and,

2. A minimum of 14 credits from GROUP B OPTIONAL UNITS; of which,

A.

B.

Only one unit may be selected from units A/601/2483 or F/601/2484 or T/601/2532 from
Group B3: Document Production;

Either unit T/601/2482 or M/601/2531 may be selected from Group B4: Document
Production, but not both;

Either unit J/601/2485 or A/601/2533 may be selected from Group B4: Document
Production, but not both;

Either unit L/601/2486 or F/601/2534 may be selected from Group B4: Document
Production, but not both;

Either unit L/601/2505 or R/601/2540 may be selected from Group B5: Events and
Meetings, but not both;

Either unit D/601/2508 or Y/601/2541 may be selected from Group B5: Events and
Meetings, but not both;

Either unit Y/601/2510 or H/601/2543 may be selected from Group B5: Events and
Meetings, but not both;

Either unit T/601/2515 or D/601/2542 may be selected from Group B5: Events and
Meetings, but not both;

Either unit K/601/2480 or Y/601/2457 may be selected from Group B7: Customer Services,
but not both; and,

Either unit J/601/2518 or A/601/2564 may be selected from Group B8: Manage
Information and Data, but not both; and,

Either unit L/601/2536 or T/601/2563 may be selected from Group B8: Manage
Information and Data, but not both;

Either unit A/601/2547 or K/601/2575 may be selected from Group B10: Innovation and
Change, but not both; and,

3. A maximum of 13 credits from GROUP C OPTIONAL UNITS; of which,

A.

B.

Either Unit F/502/4396 (Bespoke or specialist software) or Unit 1/502/4397 (Bespoke or
specialist software) may be selected from Group C6: IT, but not both;

Either Unit F/502/4559 (Data management software) or Unit A/502/4560 (Data
management software) may be selected from Group C6: IT, but not both;

Either Unit M/502/4555 (Database software) or Unit T/502/4556 (Database software) may
be selected from Group C6: IT, but not both;

Either Unit 1/502/4156 (Improving productivity using IT) or Unit L/502/4157 (Improving
productivity using IT) may be selected from Group C6: IT, but not both;

Either Unit Y/502/4257 (IT security for users) or Unit D/502/4258 (IT security for users)
may be selected from Group C6: IT, but not both;

Either Unit M/502/4622 (Presentation software) or Unit T/502/4623 (Presentation
software) may be selected from Group C6: IT, but not both;

Either Unit L/502/4210 (Setting up an IT system) or Unit R/502/4211 (Setting up an IT
system) may be selected from Group C6: IT, but not both;

Either Unit F/502/4625 (Spreadsheet software) or Unit 1/502/4626 (Spreadsheet software)
may be selected from Group C6: IT, but not both;

Either Unit F/502/4379 (Using collaborative technologies) or Unit T/502/4380 (Using
collaborative technologies) may be selected from Unit Group C6: IT, but not both;

Either Unit R/502/4631 (Website software) or Unit Y/502/4632 (Website software) may be
selected from Group C6: IT, but not both; and,
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K. Either Unit R/502/4628 (Word processing software) or Unit Y/502/4629 (Word processing
software) may be selected from Group C6: IT, but not both.

GROUP A: MANDATORY UNITS (13 credits)

LEVEL WB::)J.NIT UNIT TITLE CREDITS | GLH
3 L/601/2519 | Manage own performance in a business environment 3 12
3 F/601/2520 E\;s:::r:;aer:tj improve own performance in a business 3 22
3 J/601/2521 | Work in a business environment 4 21
3 K/601/2527 | Communicate in a business environment 3 14
B1: WORK RESPONSIBILITIES
3 L/601/2522 | Solve business problems 4 18
3 R/601/2523 | Work with other people in a business environment 4 12
3 Y/601/2524 | Contribute to decision-making in a business environment 3 12
3 D/601/2525 | Negotiate in a business environment 5 20
3 H/601/2526 | Supervise a team in a business environment 6 52
B2: BUSINESS SUPPORT SERVICES
3 | T1/601/2546 | Supervise and office facility | 5 | 23
B3: PROJECT MANAGEMENT
3 | J/601/2549 | Contribute to running a project ‘ 5 | 30
B4: DOCUMENT PRODUCTION
2 T/601/2482 | Produce documents in a business environment 4 15
2 A/601/2483 | Prepare text from notes 3 15
2 F/601/2484 | Prepare text from notes using touch typing (40 wpm) 3 15
2 J/601/2485 | Prepare text from shorthand (60 wpm) 8 55
2 L/601/2486 | Prepare text from recorded audio instruction (40 wpm) 4 35
3 M/601/2531 | Design and produce documents in a business environment 4 25
3 T/601/2532 | Prepare text from notes using touch typing (60 wpm) 4 10
3 A/601/2533 | Prepare text from shorthand (80 wpm) 8 45
3 F/601/2534 | Prepare text from recorded audio instruction (60 wpm) 4 25
B5: EVENTS AND MEETINGS
L/601/2505 | Support the organisation of an event 2 15
D/601/2508 | Support the co-ordination of an event 3 20
> Y/601/2510 Support the grganisation of business travel or 3 18
accommodation
2 T/601/2515 | Support the organisation of meetings 4 18
3 R/601/2540 | Plan and organise an event 4 28
3 Y/601/2541 | Co-ordinate an event 4 30
3 D/601/2542 | Plan and organise meetings 5 25
3 H/601/2543 | Organise business travel or accommodation 5 20
3 K/601/2544 E\C/(a:\(l;;::otdhaetig;ganisation of business travel or 2 10
B6: COMMUNICATIONS
2 H/601/2476 | Use electronic message systems 1 6
2 K/601/2477 | Use diary systems 3 9
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2 M/601/2478 | Take minutes 4 15
LEVEL WB:(':_NIT UNIT TITLE CREDITS | GLH
3 M/601/2528 | Develop a presentation 15
T/601/2529 | Deliver a presentation 15
B7: CUSTOMER SERVICE
T/601/2479 | Handle mail 17
K/601/2480 | Provide reception services 15
2 Y/601/2457 | Meet and welcome visitors 23
3 A/601/2550 i[:::(lai\r/:;l, gz?;ﬁrefsnd evaluate customer services to 3 12
3 F/601/2551 gftlie\:-igl ?lj)srligcé:e?;]d evaluate customer services to 3 12
D/601/1228 | Use customer service as a competitive tool 8 53
3 J/601/1515 | Monitor and solve customer service problems 40
B8: MANAGE INFORMATION AND DATA
2 R/601/2487 | Organise and report data 3 12
2 Y/601/2488 | Research information 4 17
2 R/601/2490 | Store and retrieve information 3 17
2 Y/601/2491 | Archive information 2 13
> 3/601/2518 ﬁ—:;gfni:tit:: :;:tl';angiement and development of an 7 40
3 L/601/2536 i;sriz?;t the design and development of an information 7 35
3 R/601/2537 | Monitor information system 7 30
3 Y/601/2538 | Analyse and report data 6 30
4 T/601/2563 | Design and develop an information system 7 30
4 A/601/2564 | Manage and evaluate an information system 6 20
B9: BUSINESS RESOURCES
2 H/601/2493 | Use office equipment 4 18
2 M/601/2495 | Maintain and issue stationery stock items 3 14
3 D/601/2539 | Order products and service 5 35
3 J/601/2552 | Agree a budget 4 25
4 T/601/2580 | Manage budgets 5 29
B10: INNOVATION AND CHANGE
2 F/601/2517 | Respond to change in a business environment 3 16
3 A/601/2547 | Contribute to innovation in a business environment 4 30
4 K/601/2575 | Contribute to innovation in a business environment 6 25
4 M/601/2576 | Plan change for a team 6 22
B11: SPECIALISED BUSINESS SUPPORT SERVICES - HUMAN RESOURCES
2 T/601/2790 | Administer human resources records 3 20
2 A/601/2791 | Administer the recruitment and selection process 3 30
B12: SPECIALISED BUSINESS SUPPORT SERVICES - PARKING
3 L/601/2648 ,:ggwériﬁlti;fﬁ;l;nagpggglsrafﬁc challenges, representations 9 40
3 R/601/2649 | Administer statutory parking and traffic appeals 9 45
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WBA UNIT

LEVEL NO. UNIT TITLE CREDITS | GLH
3 J/601/2650 | Administer parking and traffic debt recovery 9 54
2 1/601/2647 | Administer parking dispensations 4 14
B13: SPECIALISED BUSINESS SUPPORT SERVICES - EDUCATION
3 D/601/7787 | Provide administrative support in schools 8 53
B14: SPECIALISED BUSINESS SUPPORT SERVICES - LEGAL
3 H/601/7791 | Administer legal files 7 25
3 K/601/7792 | Build case files 20
3 M/601/7793 | Manage case files 5 25

GROUP C: OPTIONAL UNITS (Maximum of 13 credits)

C1: HEALTH, SAFETY AND SECURITY OF PEOPLE PREMISE AND PROPERTY

Use occupational and safety guidelines when using

responsibility

1 T/601/2465 keyboards 2 20
C2: IT
2 F/502/4396 | Bespoke software 3 20
2 F/502/4559 | Data management software 3 20
2 M502/4555 | Database software 4 30
2 J/502/4156 | Improving productivity using IT 4 30
2 Y/502/4257 | IT security for users 2 15
2 M/502/4622 | Presentation software 4 30
2 L/502/4210 | Set up an IT system 4 30
2 F/502/4625 | Spreadsheet software 4 30
2 F/502/4379 | Using collaborative technologies 4 30
2 R/502/4631 | Website software 4 30
2 R/502/4628 | Word processing software 4 30
3 J/502/4397 | Bespoke software 4 30
3 A/502/4560 | Data management software 4 30
3 T/502/4556 | Database software 6 45
3 L/502/4157 | Improving productivity using IT 5 40
3 D/502/4258 | IT security for users 3 20
3 T/502/4623 | Presentation software 6 45
3 R/502/4211 | Set up an IT system 5 40
3 J/502/4626 | Spreadsheet software 6 45
3 T/502/4380 | Using collaborative technologies 6 45
3 Y/502/4632 | Website software 5 40
3 Y/502/4629 | Word processing software 6 45
2 K/600/8770 | Maintaining control accounts 1 4
C4: LEADERSHIP AND MANAGEMENT
4 K/600/9711 | Manage physical resources 3 25
4 M/600/9712 | Manage the environmental impact of work activities 10
4 T/600/9601 Provide leadership and direction for own area of 5 30
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LEVEL WB:(;JNIT UNIT TITLE CREDITS | GLH
4 M/600/9676 Support-ltlagrnmg and development within own area of 5 25
responsibility
4 K/600/9661 Develop working relationships with colleagues and 4 20
stakeholders
GLH:

Minimum: 180
Maximum: 297
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Mandatory Units

Title Manage own performance in a business environment
CfA Unit No. Q301

WBA Unit No. L/601/2519

Level 3

Credit Value 3

GLH 12

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to plan and
prioritise work and be accountable
to others

1.1 Explain the purpose and benefits
of planning work, and being
accountable to others for own
work

1.2 Explain the purpose and benefits
of negotiating realistic targets for
work and ways of doing so

1.3 Describe ways of prioritising
targets and setting timescales for
own work

1.4 Describe the types of problems
that may occur during work, and
ways of dealing with them

1.5 Explain the purpose and benefits
of keeping other people informed
about progress

1.6 Explain the purpose and benefits
of letting other people know in
good time if work plans need to
be changed

1.7 Explain the purpose and benefits
of recognising and learning from
mistakes

1.8 Explain the purpose of guidelines,
procedures and codes of practice
that are relevant to own work

2. Understand how to behave in a
way that supports effective
working

2.1 Explain the purpose and benefits
of setting high standards for own
work

2.2 Describe ways of setting high
standards for own work

2.3 Describe ways of dealing with
pressure arising from work tasks
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2.4 Explain the purpose and benefits
of accepting setbacks and dealing
with them

2.5 Explain the purpose and benefits
of being assertive and its
meaning in work tasks

2.6 Give examples of work situations
where it is necessary to be
assertive

2.7 Explain the purpose and benefits
of being ready to take on new
challenges and adapt to change

2.8 Explain the purpose and benefits
of treating others with honesty,
respect and consideration

2.9 Describe types of behaviour at
work that show honesty, respect
and consideration and those that
do not

2.10 Explain the purpose of helping
and supporting others at work,
and the purpose and benefits of
doing so

3. Be able to plan, prioritise and be
accountable for own work

3.1 Negotiate and agree realistic
targets and achievable timescales
for own work

3.2 Prioritise targets for own work

3.3 Plan work tasks to make best use
of own time, effective working
methods and available resources

3.4 Identify and deal with problems
occurring in own work, using the
support of other people if
necessary

3.5 Keep other people informed of
progress

3.6 Complete work tasks to agreed
deadlines or re-negotiate
timescales and plans in good time

3.7 Take responsibility for own work
and accept responsibility for any
mistakes made

3.8 Evaluate results of mistakes made
and make changes to work and
methods, as required
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3.9 Follow agreed work guidelines,
procedures and, where needed,
codes of practice

4. Behave in a way that supports
effective working

4.1 Set high standards for own work
and demonstrate drive and
commitment in achieving these
standards

4.2 Adapt work and working methods
to deal with setbacks and
difficulties

4.3 Use own needs and rights when
necessary to achieve work tasks
and priorities

4.4 Look to engage with
opportunities, and agree to take
on new challenge(s)

4.5 Look for opportunities, and
change ways of working, to meet
new requirements

4.6 Treat other people with honesty
respect and consideration

4.7 Help and support other people in
work tasks

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about taking responsibility
for managing, prioritising and being
accountable for your own work in a
business environment.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 12
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Title Evaluate and improve own performance in a business
environment

CfA Unit No. Q302

WBA Unit No. F/601/2520

Level 3

Credit Value 3

GLH 22

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to evaluate and
improve own performance

1.1 Explain the purpose and benefits
of continuously improving own
performance in a business
environment

1.2 Explain the purpose and value of
encouraging and accepting
feedback from others

1.3 Describe ways of evaluating own
work

1.4 Explain the purpose and benefits
of trying out possible
improvements to own work

1.5 Evaluate how learning and
development can improve own
work, benefit organisations, and
further own career

1.6 Compare possible career
progression routes

1.7 Describe possible development
opportunities

1.8 Justify the value of developing a
learning plan

2. Be able to evaluate and improve
own performance using feedback
from others

2.1 Encourage and accept feedback
from other people

2.2 Evaluate own work and use
feedback from others to identify
areas for improvement

2.3 Identify changes in ways of
working needed to improve work
performance

2.4 Complete work tasks using
changed ways of working

2.5 Evaluate work completed and
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changed ways of working for
improvements and effectiveness

3. Be able to use evaluation of own
performance to agree, develop
and use a learning plan

3.1 Evaluate own performance and
identify where further learning
and development will improve
own work

3.2 Agree and develop a learning plan
to improve own work
performance, that meets own
needs

3.3 Follow a learning plan for
improvement to own work

3.4 Review progress against learning
plan and make updates for
improving own work and further
learning

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about evaluating and
improving your own performance in
the workplace.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 22
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Title Work in a business environment

CfA Unit No. Q303

WBA Unit No. J/601/2521

Level 3

Credit Value 4

GLH 21

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the purpose and 1.1 Explain the purpose of supporting
benefits of respecting and other people at work

supporting other people at work 1.2 Explain the purpose of helping

other people to work effectively
and efficiently

a) for individuals
b) for organisations

1.3 Explain what is meant by
diversity and why it should be
valued

1.4 Outline the benefits of diversity to
an organisation

1.5 Explain how to treat other people
in a way that is sensitive to their
needs

1.6 Explain how to treat other people
in a way that respects their
abilities, background, values,
customs and beliefs

1.7 Describe ways in which it possible
to learn from others at work

2. Understand how to maintain 2.1 Outline the purpose and benefits
security and confidentiality at of maintaining security and
work and deal with concerns confidentiality at work

2.2 Outline requirements for security
and confidentiality in an
organisation

2.3 Outline legal requirements for
security and confidentiality, as
required

2.4 Describe procedures for dealing
with concerns about security and
confidentiality in an organisation

3. Understand how to assess, 3.1 Describe sources of risk in an
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manage and monitor risk in the
workplace

organisation, including health and
safety

3.2 Explain how to assess and
monitor risks in an organisation

3.3 Describe ways of minimising risk
in an organisation

4. Understand the purpose of
keeping waste to a minimum in a
business environment, and the
procedures to follow

4.1 Describe the purpose and benefits
of keeping workplace waste to a
minimum

4.2 Describe the main causes of
waste that may occur in a
business environment

4.3 Describe ways of minimising
waste, including using
technology and other procedures

4.4 Explain the purpose and benefits
of recycling

4.5 Describe organisational
procedures for recycling
materials, and their purpose

4.6 Describe ways in which waste
may be minimised by regularly
maintaining equipment

5. Understand procedures for
disposal of hazardous materials

5.1 Explain the purpose of procedures
for the recycling and disposal of
hazardous materials

5.2 Describe procedures for the
recycling and disposal of
hazardous materials for an
organisation

6. Understand ways of supporting
sustainability in an organisation

6.1 Explain the benefits to an
organisation of improving
efficiency and minimising waste
over time

6.2 Describe ways of continuously
improving own working methods
and use of technology to achieve
maximum efficiency and
minimum waste

6.3 Outline ways of selecting sources
of materials and equipment that
give best value for money

7. Be able to respect and support
other people at work in an
organisation

7.1 Complete work tasks with other
people in a way that shows
respect for
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a) backgrounds
b) abilities
c) values, customs and beliefs

7.2 Complete work tasks with other
people in a way that is sensitive
to their needs

7.3 Use feedback and guidance from
other people to improve own way
of working

7.4 Follow organisational procedures
and legal requirements in relation
to discrimination legislation in
own work

8. Be able maintain security and
confidentiality

8.1 Keep property secure, following
organisational procedures and
legal requirements, as required

8.2 Keep information secure and
confidential, following
organisational procedures and
legal requirements

8.3 Follow organisational procedures
to report concerns about security
/ confidentiality to an appropriate
person or agency, as required

9. Be able to assess, manage and
monitor risk

9.1 Identify and agree possible
sources of risk in own work

9.2 Identify and agree new risks in
own work, as required

9.3 Assess and confirm the level of
risk

9.4 Identify and agree ways of
minimising risk in own work

9.5 Monitor risk in own work

9.6 Use outcomes of assessing and
dealing with risk to make
recommendations, as required

10. Be able to support the
minimisation of waste in an
organisation

10.1 Complete work tasks keeping
waste to a minimum

10.2 Use technology in own work
tasks in ways that minimise
waste

11. Be able to follow procedures for
the disposal of hazardous waste
in an organisation

11.1 Follow procedures for recycling
and disposal of hazardous
materials in own work tasks, as
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required

12. Be able to support sustainability
in an organisation

12.1 Follow procedures for the
maintenance of equipment in
own work

12.2 Review own ways of working,
including use of technology, and
make suggestions for improving
efficiency

12.3 Select and use equipment and
materials in own work in ways
that give best value for money

12.4 Support other people in ways
that maximises their
effectiveness and efficiency

Additional Information about the unit

Unit purpose and aim(s)

This unit is about being able to
behave and make positive
contributions to work tasks and
procedures, in a business
environment, in ways that support
diversity, reduction of waste and
improve efficiency, show respect for
property and security, and which
minimise risk.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 21
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Title Communicate in a business environment
CfA Unit No. Q309

WBA Unit No. K/601/2527

Level 3

Credit Value 3

GLH 14

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose of
planning communication

1.1 Explain the benefits of knowing
the purpose of communication

1.2 Explain the reasons for knowing
the audience to whom
communications are presented

1.3 Explain the purpose of knowing
the intended outcomes of
communications

1.4 Describe different methods of
communication and when to use
them

2. Understand how to communicate
in writing

2.1 Identify relevant sources of
information that may be used
when preparing written
communication

2.2 Explain the communication
principles for using electronic
forms of written communication
in a business environment

2.3 Explain different styles and tones
of language and situations when
they may be used for written
communications

2.4 Explain the reasons for selecting
and using language that suits the
purpose of written communication

2.5 Describe ways of organising,
structuring and presenting written
information so it meets the needs
of different audiences

2.6 Describe ways of checking written
information for accuracy of
content

2.7 Explain the purpose of accurate
use of grammar, punctuation and
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spelling in written communication

2.8 Explain what is meant by plain
English, and why it is used

2.9 Explain the purpose of
proofreading and checking work

2.10 Explain the purpose of
recognising work that is
‘important’ and work that is
‘urgent’

2.11 Describe organisational
procedures for saving and filing
written communications

3. Understand how to communicate
verbally

3.1 Describe ways of verbally
presenting information and ideas
clearly

3.2 Explain ways of making
contributions to discussions that
help to achieve objectives

3.3 Describe ways of adapting verbal
contributions to suit different
audiences, purposes and
situations

3.4 Describe how to use and interpret
body language

3.5 Describe how to use and interpret
tone of voice

3.6 Describe methods of active
listening

3.7 Describe the benefits of active
listening

3.8 Explain the purpose of
summarising verbal
communication

4. Understand the purpose and value
of feedback in developing
communication skills

4.1 Describe ways of getting feedback
on whether communications
achieved their purpose

4.2 Explain the purpose and benefits
of using feedback to further
develop communication skills

5. Be able to plan communication

5.1 Identify the purpose of
communications and the
audience(s)

5.2 Select methods of communication
to be used
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5.3 Confirm methods of
communication, as required

6. Be able to communicate in writing

6.1 Find and select information that
supports the purpose of written
communications

6.2 Present information using a
format, layout, style and house
style suited to the purpose and
method of written
communications

6.3 Use language that meets the
purpose of written
communications and the needs of
the audience

6.4 Organise structure and present
written information so that it is
clear and accurate, and meets the
need of different audiences

6.5 Use accurate grammar, spelling
and punctuation, and plain
English to make sure that
meaning of written
communication is clear

6.6 Proofread and check written
communications and make
amendments, as required

6.7 Confirm what is ‘important’ and
what is ‘urgent’

6.8 Produce written communications
to meet agreed deadlines

6.9 Keep a file copy of written
communications sent

7. Be able to communicate verbally

7.1 Verbally present information and
ideas to others clearly and
accurately

7.2 Make verbal contributions to
discussion(s) that suit the
audience, purpose and situation

7.3 Use body language and tone to
meet the needs of the audience,
purpose and situation

7.4 Actively listen to information
given by other people, and make
relevant verbal responses

7.5 Ask relevant verbal questions to
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clarify own understanding, as
required

7.6 Summarise verbal
communication(s) and make sure
that the correct meaning has
been understood

8. Be able to identify and agree ways
of further developing
communication skills

8.1 Get feedback to confirm whether
communication has achieved its
purpose

8.2 Use feedback to identify and
agree ways of further developing
own communication skills

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about being able to select
and use information and different
styles of communication, in order to
communicate clearly, accurately and
effectively, in writing and verbally,
with other people in a business
environment.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 14
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Optional Units

Work Responsibilities

Title Solve business problems
CfA Unit No. Q304

WBA Unit No. L/601/2522

Level 3

Credit Value 4

GLH 18

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand business problems
and their causes

1.1 Describe ways of recognising
when a business problem exists

1.2 Explain how to identify possible
causes of business problems

1.3 Describe ways of analysing
business problems

2. Understand techniques for solving
business problems

2.1 Describe different ways of
planning to solve a business
problem

2.2 Describe different ways of solving
business problems

2.3 Give reasons for having support
and feedback from others when
problem solving

2.4 Explain the purpose of regularly
reviewing progress and adjusting
plans during problem solving

2.5 Describe ways of recognising
when a problem has been solved

3. Understand factors that influence
solutions to business problems

3.1 Describe the possible effects of
organisational polices and
procedures when solving business
problems

3.2 Describe the possible effects of
legal or regulatory requirements
when solving business problems

4. Understand how to evaluate
approaches to solving business
problems

4.1 Describe ways of evaluating
approaches to solving business
problems

4.2 Describe ways of evaluating
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solutions to problems for
effectiveness

5. Be able to recognise and analyse
business problems

5.1 Recognise a business problem

5.2 Confirm own understanding of a
business problem

5.3 Identify reasons for a business
problem

5.4 Analyse a business problem,
getting additional information, as
required

5.5 Work with others to agree what
the business problem is

6. Be able to plan and carry out own
solution to the business problem

6.1 Develop and justify an approach
for how to solve the business
problem

6.2 Develop own plan to solve the
business problem

6.3 Identify ways of deciding when
the problem has been solved

6.4 Agree own plan, with others as
required

6.5 Carry out own plan to solve the
business problem, involving
others as required

6.6 Use support and feedback from
others to help reach a solution

6.7 Regularly check progress towards
solving the business problem

6.8 Use feedback and progress
reports to adjust the plan, as
required

6.9 Confirm that the problem has
been solved, with others as
required

7. Be able to evaluate own solution
to the business problem

7.1 Evaluate own approach to solving
the business problem for its
effectiveness

7.2 Evaluate own solution to the
business problem for its
effectiveness

7.3 Evaluate alternative approaches
and solutions for possible
effectiveness
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Additional Information about the unit

Unit purpose and aim(s)

This unit is about recognising that
there is a problem with the way work
is being carried out in a business
environment and analysing the
problem for possible causes.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 18
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Title Work with other people in a business environment
CfA Unit No. Q305

WBA Unit No. R/601/2523

Level 3

Credit Value 4

GLH 12

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to support an
organisation’s overall mission and
purpose

1.1 Explain how the organisation
works

1.2 Explain the organisation’s mission
and purpose

1.3 Compare how the organisation
works with other different types
of organisations

1.4 Explain your main responsibilities,
how these fit into the
organisation’s structure, and how
these contribute to achieving your
organisation’s mission

1.5 Define policies, procedures,
systems and values of your
organisation relevant to your role

1.6 Describe when it is appropriate to
seek guidance from others when
unsure about objectives, policies,
systems procedures and values

2. Understand how to work as a
team to achieve goals and
objectives

2.1 Explain the purpose and benefits
of working with other people to
achieve agreed goals and
objectives

2.2 Describe situations in which
working with others can achieve
positive results

2.3 Explain the purpose and benefits
of sharing work goals and plans
when working with others

2.4 Describe situations in which team
members might need support

2.5 Explain different ways of
providing support to teams

2.6 Explain the purpose and benefits
of agreeing quality measures
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within a team

. Understand how to communicate 3.1 Explain when it is essential to
as a team communicate with the people
working within a team

3.2 Compare and contrast different
methods of communication and
when to use them

3.3 Explain the benefits of effective
communication within a team

. Understand the contribution of 4.1 Explain the purpose and benefits
individuals within a team of acknowledging the strengths of
others

4.2 Explain the purpose and benefits
of respecting individuals working
within a team

. Understand how to deal with 5.1 Explain the types of problems and
problems and disagreements disagreements that may occur
when working with others

5.2 Evaluate ways of resolving
problems and disagreements
when working with others

. Understand the purpose of 6.1 Explain the purpose and benefits
feedback when working as a team of giving and receiving
constructive feedback

6.2 Explain ways of using feedback to
improve individual work, the work
of others and a team as a whole

Be able to work in a team to 7.1 Work in a way that supports your
achieve goals and objectives organisation’s overall mission

7.2 Follow policies, systems and
procedures relevant to your job

7.3 Contribute to improving
objectives, policies, systems,
procedures and values in a way
that is consistent with your role

7.4 Put your organisation’s values
into practice in all aspects of your
work

7.5 Seek guidance from others when
not sure about objectives,
policies, systems, procedures and
values

7.6 Communicate effectively with
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other people in a team

7.7 Share work goals, priorities and
responsibilities with a team

7.8 Agree work objectives and quality
measures with a team, to achieve
a positive outcome

7.9 Make sure work goals and
objectives are achieved in a way
makes best use of all abilities in a
team

7.10 Provide support to members of a
team, as required

7.11 Show respect for individuals in a
team

7.12 Make sure the team produces
quality work on time

8. Be able to deal with problems in a | 8.1 Identify problem(s) or
team disagreement(s) in a team
8.2 Resolve problem(s) or
disagreement(s), referring if
required
9. Be able to share feedback on 9.1 Share constructive feedback on

objectives in a team

achievement of objectives with a
team

9.2 Receive constructive feedback on
own work

9.3 Share feedback on achievement
of objectives to identify
improvements in own work, and
that of the team

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about working with other
people, in a way that achieves agreed
goals and objectives for the
organisation and the team.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration
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Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 12
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Title Contribute to decision-making in a business environment
CfA Unit No. Q306

WBA Unit No. Y/601/2524

Level 3

Credit Value 3

GLH 12

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose and
process of decision-making

1.1 Identify situations where
decision-making is required

1.2 Explain key stages in the
decision-making process

2. Understand how to prepare to
contribute to decision-making

2.1 Understand the purpose of
knowing the context in which a
decision is being made

2.2 Describe the role and
responsibilities of a person
contributing to decision-making

2.3 Describe possible limitations on a
person contributing to decision-
making

2.4 Identify sources of information
that can be used to inform
decision-making

2.5 Explain how to research
information to be used to inform
decision-making

3. Understand how to contribute to
decision-making

3.1 Explain the purpose of
contributing to meetings and
other discussions where decisions
are being made, and ways of
doing so

3.2 Explain how to structure own
ideas and information

3.3 Explain the purpose and benefits
of respecting other people’s
contributions to the decision-
making process

3.4 Explain the purpose of listening
and responding to other people
during the decision-making
process, and ways of doing so
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3.5 Explain how to use evidence,
argument, questioning and
assertiveness to influence
outcomes

3.6 Explain the purpose of collective
responsibility

4. Be able to prepare contributions 4.1 Identify sources of information
to decision-making needed
4.2 Research and collect information
to add value to the decision-
making process
5. Be able to make contributions to 5.1 Present information to others and

decision-making

develop ideas, using accurate and
current information

5.2 Make constructive, relevant and
timely contributions to meeting(s)
or other discussions to contribute
to making a decision

5.3 Provide additional information,
when asked, to contribute to
making a decision

5.4 Contribute to identifying and
agreeing criteria for making a
decision

5.5 Contribute to structuring ideas
and information in a way that
helps other people understand
own ideas

5.6 Listen to other people’s
contributions adapting own ideas
as necessary

5.7 Contribute to reviewing
information provided for a
decision to be made

5.8 Confirm support for an agreed
decision

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about contributing to the
decision making process made in a
business environment.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)
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Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 12

Level 3 NVQ in Business & Administration Units

33



Title Negotiate in a business environment
CfA Unit No. Q307
WBA Unit No. D/601/2525
Level 3
Credit Value 5
GLH 20
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Understand how to prepare for 1.1 Outline the main principles of
negotiations negotiations
1.2 Outline the process of negotiation
and how it is used in business
1.3 Outline the purpose of different
negotiation strategies and
techniques
1.4 Explain the value of
understanding the roles of other
negotiators
1.5 Explain the purpose of knowing
limits of own responsibility in
negotiations
1.6 Explain the purpose of having
clear objectives for negotiations
2. Understand how to conduct 2.1 Explain the purpose of being
negotiations flexible during negotiations while
seeking to achieve the main
objectives

2.2 Explain the purpose of keeping to
the brief during negotiations

2.3 Explain the purpose of keeping to
own level of authority during
negotiations

2.4 Explain the purpose of referring
issues to others, as required

2.5 Explain the purpose of keeping
goodwill during negotiations, and
ways of doing so

2.6 Explain when it might be
necessary to withdraw from
negotiations

2.7 Explain how to withdraw from
negotiations in a way that
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maintains goodwill

3. Understand how to complete
negotiations

3.1 Explain the purpose of achieving
an outcome that meets main
objectives

3.2 Explain the purpose of keeping an
accurate record of negotiations, if
required

4. Be able to prepare for negotiation

4.1 Identify objectives to be achieved

4.2 Identify potential problems in
negotiation(s) and ways of
overcoming them

5. Be able to conduct negotiations

5.1 Carry out negotiations within
limits of own authority

5.2 Make proposals which meet main
objectives

5.3 Use negotiation strategy to obtain
results that meet minimum or
agreed outcomes

5.4 Clarify other negotiator’s
understanding, and respond to
their queries

5.5 Suggest solutions to deal with
problems, if required

5.6 Refer the negotiation to others,
when required

5.7 Carry out negotiations in a way
that maintains goodwill and
promotes a positive image of self
and an organisation

6. Be able to complete negotiations

6.1 Reach an agreement to the
satisfaction of all those involved
in the negotiations, where
possible

6.2 Maintain records of the
negotiations, if required

6.3 Complete negotiations in a way
that maintains goodwill and
promotes a positive image of self
and an organisation

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about preparing for, and
carrying out straightforward
negotiations with other parties, in a
business environment, in order to

reach an agreement on an activity or
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activities that meets the needs of an
organisation.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 20
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Title Supervise a team in a business environment
CfA Unit No. Q308

WBA Unit No. H/601/2526

Level 3

Credit Value 6

GLH 52

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose and
benefits of team work

1.1 Explain the purpose and benefits
of working with other people to
achieve agreed goals and
objectives

1.2 Describe situations in which
supervision of others can achieve
positive outcomes

2. Understand the purpose of
communication in teams, and how
to do so

2.1 Explain the purpose and benefits
of different methods of
communication with and within
teams, and when to use them

2.2 Explain when it is essential to
communicate with others in a
team

3. Understand the purpose of
planning work with teams, and
how to do so

3.1 Describe the purpose and benefits
of agreeing work goals and plans
with a team, and how to do so

3.2 Explain how to schedule activities
and resources for a team

3.3 Explain the purpose and benefits
of agreeing quality measures and
timescales with a team, and how
to do so

4. Understand the value of people in
a team and how to respect and
support them

4.1 Explain the purpose and benefits
of recognising the strengths of
individuals in a team and of
balancing abilities in a team

4.2 Describe ways of giving work to
teams so the best use is made of
strengths and abilities

4.3 Explain the benefits of diversity in
teams

4.4 Explain the purpose and benefits
of respecting others

4.5 Describe situations in which team
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members might need support and
how to provide this

4.6 Describe the types of problems
and disagreements that may
occur when working with a team
and how to resolve them

5. Understand the purpose and 5.1 Describe the purpose of work
benefits of assessing and assessment
evaluating the work of a team and | 5 5 Explain how to assess the work of
how to do so teams and team members

5.3 Explain the purpose and benefits
of giving opportunities to team
members to assess their own
work

5.4 Explain the purpose and benefits
of giving and receiving
constructive feedback, and how
to do so

5.5 Explain how to make use of
feedback to improve the work of
others and the work of the team
as a whole

6. Be able to supervise a team 6.1 Communicate with people in a
team during work activities

6.2 Supervise work goals and plan
work objectives, priorities and
responsibilities for a team and
individuals

6.3 Identify, agree and supervise
opportunities for others to work
to achieve agreed outcomes

6.4 Schedule activities and resources

6.5 Allocate work tasks and supervise
best use of abilities within a team

6.6 Agree quality measures and
timescales for a team

6.7 Provide support to members of a
team, as required

6.8 Show respect for individuals in a
team

6.9 Supervise production of work to
agreed quality standards and
timescales

6.10 Identify and solve problems and
disagreements, or refer if
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necessary

7. Be able to assess, evaluate and
improve the work of a team

7.1 Assess and evaluate the work of a
team and individuals to identify
strengths and areas for
improvement

7.2 Make sure team members have
opportunities to assess their own
work for strengths and areas for
improvement

7.3 Share feedback, and outcomes of
assessing work with individuals
and a team

7.4 Make and agree suggestions for
improving the work of individuals
and a team

7.5 Make sure individuals and a team
are encouraged to improve work
as an outcome of assessing work

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supervising the
work of a team in a business
environment to make sure that work
is planned, carried out, supervised
and monitored and evaluated for
possible improvements in ways of
working individually and as a team.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 52
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Title Supervise an office facility
CfA Unit No. Q325

WBA Unit No. T/601/2546

Level 3

Credit Value 5

GLH 23

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to provide,
maintain and supervise an office
facility that meets the needs of its
users

1.1 Explain the purpose and benefits
of providing and maintaining an
office facility that meets the
needs of its users in line with
agreed budgets

1.2 Describe a range of facilities,
equipment and resources for an
office, and what they can be used
for

1.3 Explain the purpose and benefits
of identifying and regularly
reviewing the needs of office
users and ways of doing so

1.4 Explain the purpose of having
office systems and procedures

1.5 Describe systems and procedures
for an office within own area of
responsibility

1.6 Explain the purpose and benefits
of building relationships with
suppliers and ways of doing so

1.7 Explain the purpose of giving
users information, guidance and
support for following office
systems and procedures, and for
using facilities and equipment

1.8 Explain the purpose and benefits
of monitoring office facilities and
identify the types of activities to
monitor

2. Understand how to deal with
repairs and problems when
supervising office facilities and
equipment

2.1 Explain how to identify repairs
needed to the facilities and
equipment of an office

2.2 Describe procedures for dealing
with repairs needed
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2.3 Explain the types of problems
that arise with the use and
supervision of office facilities and
equipment, and how to deal with
them

3. Understand the purpose of health,
safety and security requirements
in an office

3.1 Explain why health, safety and
security are important in an office
environment

3.2 Describe the main health, safety
and security requirements that
are important in an office
environment

3.3 Identify health, safety and
security requirements for an
office, including its facilities and
equipment

4. Be able to supervise an office
facility

4.1 Identify, agree and provide
facilities and equipment for an
office to meet the needs of users,
in line with agreed budgets

4.2 Maintain facilities and equipment
for an office to meet the needs of
users

4.3 Supervise and monitor use of
facilities and equipment for an
office

4.4 Use and review the facilities,
systems and procedures of an
office, reporting changes in
requirements, as needed

4.5 Make sure the equipment in an
office is working correctly

4.6 Identify repairs needed to the
facilities and equipment in an
office and deal with or refer, as
required

4.7 Maintain relationships with
suppliers and look for
opportunities to develop
relationships

4.8 Make contributions to the review
of an office environment in line
with health, safety and security
policy

4.9 Deal with problems with facilities
and equipment in an office, or
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refer as required

4.10 Provide information and
guidance to users on the
facilities and equipment in an
office

4.11 Explain priorities for the supply,
maintenance and use of office
facilities and equipment to
users, as required

4.12 Monitor the use of office facilities

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supervising an
office facility to make sure that the
systems and procedures, facilities and
equipment needed for the smooth
running of the office are in place, and
reviewing use for possible changes
and new needs. It is also about
maintaining and supervising the use
of facilities and equipment, following
health, safety and security
procedures, making arrangements for
repairs as needed, and giving advice
and guidance to users.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 23
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Project Management

Title Contribute to running a project
CfA Unit No. Q327

WBA Unit No. 1/601/2549

Level 3

Credit Value 5

GLH 30

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to contribute to
agree to a project brief

1.1 Describe the difference between
routine work and taking part in a
project

1.2 Explain the advantages and
disadvantages of using projects
and when projects are appropriate

1.3 Explain the project-planning
methodologies appropriate to the
types of projects run and the tools
that can be used to assist project
planning and control

1.4 Explain the purpose and benefits of
identifying stakeholders involved in
the project

1.5 Explain the purpose of
contributing to agreeing a
project’s purpose, scope,
timescale, costs, aims and
objectives

1.6 Explain the purpose of agreeing a
budget for a project

1.7 Describe how to estimate types
and quantity of resources needed
to run a project

1.8 Describe how to identify project
risks and develop contingency
plans, if required

2. Understand how to contribute to a
project

2.1 Describe the types of information
needed to monitor projects and
the methods that can be used to
give information

2.2 Describe how to estimate and
control resources in an area of
work during a project
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2.3 Explain the purpose of reporting
own progress during a project

2.4 Outline reasons for seeking
advice in response to unexpected
events

2.5 Explain the purpose and benefits
of contributing towards achieving
projects within agreed timescales

2.6 Explain the purpose and benefits
of keeping records of all project
activity within the scope of own
work

2.7 Describe different ways of
communicating with those
involved in or affected by a
project to make sure it runs
smoothly

3. Understand the purpose of
contributing to the evaluation of a
project

3.1 Describe different types of methods
available to monitor projects

3.2 Explain the purpose of making
own contributions when
evaluating projects

3.3 Describe how to learn lessons for
the future for own work

4. Be able to contribute to preparing
and planning a project

4.1 Confirm the purpose of the
project with all stakeholders

4.2 Confirm project scope, timescale,
aims and objectives

4.3 Contribute to the preparation of a
project specification

4.4 Confirm all types of resources for
all stakeholders

4.5 Confirm with all stakeholders, the
project plan and timed use of all
types of resources for an area of
work

4.6 Contribute to identifying risks and
develop contingency plans for an
area of work

5. Be able to contribute to running a
project

5.1 Implement a project

5.2 Communicate with all
stakeholders involved with or
affected by a project

5.3 Adapt project plans for
stakeholders to respond to
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unexpected events and risks

5.4 Provide interim reports on project
progress to relevant stakeholders

5.5 Achieve required outcomes for
relevant stakeholders on time and
to budget

5.6 Seek advice in response to
unexpected events, if required

5.7 Keep records of project activity

6. Be able to contribute to evaluating
the outcomes of a project

6.1 Evaluate project for all
stakeholders

6.2 Report on the degree to which a
project met its aims and
objectives for all stakeholders

6.3 Report on project strengths and
areas for improvement for all
stakeholders

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about contributing to
achieving project’s agreed aims and
objectives as it impacts on
stakeholders.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 30
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Document Production

Title Produce documents in a business environment

CfA Unit No. Q212

WBA Unit No. T/601/2482

Level 2

Credit Value 4

GLH 15

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the purpose of 1.1 Outline different types of
producing high quality and documents that may be produced
attractive documents in a and the different styles that could
business environment be used

1.2 Describe different formats in
which text may be presented

1.3 Explain the purpose and benefits
of producing high quality and
attractive documents

2. Know the resources and 2.1 Describe the types of resources
technology available and how to available for producing high
use them when producing quality and attractive documents
documents in a business 2.2 Outline ways of using different

environment resources to produce documents

2.3 Describe different types of
technology available for inputting,
formatting and editing text, and
their main features

3. Understand the purpose of 3.1 Explain the benefits of agreeing
following procedures when the purpose, content, style, and
producing documents in a deadlines for producing
business environment documents

3.2 Outline different ways of
organising content needed for
documents

3.3 Outline ways of integrating and
laying out text and non-text

3.4 Describe ways of checking
finished documents for accuracy -
including spelling, grammar and
punctuation — and correctness,
and the purpose of doing so

3.5 Explain the purpose of storing
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documents safely and securely,
and ways of doing so

3.6 Explain the purpose of
confidentiality and data protection
when preparing documents

3.7 Explain the purpose and benefits
of meeting deadlines

4. Be able to prepare for tasks

4.1 Confirm the purpose, content,
style and deadlines for
documents

5. Be able to produce documents to
agreed specifications

5.1 Prepare resources needed to
produce documents

5.2 Organise the content required to
produce documents

5.3 Make use of technology, as

required

5.4 Format and produce documents
to an agreed style

5.5 Integrate non-text objects into an
agreed layout, if required

5.6 Check texts for accuracy

5.7 Edit and correct texts, as required

5.8 Clarify document requirements,
when necessary

5.9 Store documents safely and
securely following organisational
procedures

5.10 Present documents to the
required format and within the
agreed deadlines

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about preparing high
quality and attractive documents to
agreed layouts, formats, styles to
meet agreed deadlines.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration
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Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 15
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Title Prepare text from notes
CfA Unit No. Q213

WBA Unit No. A/601/2483

Level 2

Credit Value 3

GLH 15

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand preparing text from
notes

1.1 Describe different types of
documents that may be produced
from notes and the formats to be
followed

1.2 Explain the difference between
producing text from own notes
and producing text from others’
notes

2. Understand the purpose and
benefits of following procedures
when preparing text from notes

2.1 Explain the benefits of agreeing
the purpose, format and deadline
for preparing text from notes

2.2 Explain the purpose of accuracy -
including spelling, grammar and
punctuation - when preparing
text from notes

2.3 Describe ways of checking
finished documents for accuracy
and correctness, and the purpose
of doing so

2.4 Explain the purpose of storing
text and notes safely and
securely, and ways of doing so

2.5 Explain the purpose of
confidentiality and data protection
when preparing text from notes

2.6 Explain the purpose and benefits
of meeting deadlines

3. Be able to prepare for text from
notes

3.1 Agree the purpose, format and
deadlines for texts

4. Be able to prepare text from notes

4.1 Input text using keyboard skills

4.2 Format text to agreed style and
layout, making efficient use of
available technology

4.3 Clarify text requirements when
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necessary
4.4 Read and check texts for accuracy
4.5 Edit and correct texts, as required

4.6 Store texts and original notes
safely and securely following
organisational procedures

4.7 Produce texts to the required
format and within agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s) This unit is about preparing different
types of text from own notes and
notes written by other people to meet
agreed timescales.

Unit expiry date 31 December 2013

Details of the relationship between Council for Administration (CfA)
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Assessment requirements or Assessment Strategy
guidance specified by a sector or
regulatory body (if appropriate)

Support for the unit from an SSC or Council for Administration
other appropriate body (if required)

Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 15
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Title Prepare text from notes using touch typing (40 wpm)
CfA Unit No. Q214

WBA Unit No. F/601/2484

Level 2

Credit Value 3

GLH 15

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of preparing
text from notes using touch typing

1.1 Describe different types of
documents that may be produced
from notes and the formats to be
followed

1.2 Describe different forms in which
texts may be presented

1.3 Explain the difference between
producing text from own notes
and producing text from others’
notes

2. Understand the purpose and
benefits of following procedures
when preparing text using touch
typing

2.1 Explain the value and benefits of
agreeing the purpose, format and
deadline for delivering text

2.2 Explain the purpose of accuracy -
including spelling, grammar and
punctuation -when preparing text
typed from notes

2.3 Describe ways of checking
finished documents for accuracy
and correctness

2.4 Explain the purpose of storing
text and original notes safely and
securely, and ways of doing so

2.5 Explain the purpose of
confidentiality and data protection
when preparing text from notes

2.6 Explain the purpose of meeting
deadlines

3. Be able to prepare for tasks

3.1 Agree the purpose, format and
deadlines for texts

4. Be able to produce texts using
touch typing

4.1 Input texts using touch typing to
a minimum speed of 40 words
per minute

4.2 Format texts to agreed style and
layout making efficient use of
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available technology

4.3 Clarify text requirements when
necessary

4.4 Read and check texts for accuracy
4.5 Edit and correct texts, as required

4.6 Store texts and original notes
safely and securely following
organisational procedures

4.7 Present texts to the required
format, within the agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s) This unit is about preparing different
types of text using touch typing at a
minimum speed of 40 words per

minute.
Unit expiry date 31 December 2013
Details of the relationship between Council for Administration (CfA)
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)
Assessment requirements or Assessment Strategy

guidance specified by a sector or
regulatory body (if appropriate)

Support for the unit from an SSC or Council for Administration
other appropriate body (if required)

Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 15
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Title Prepare text from shorthand (60 wpm)
CfA Unit No. Q215

WBA Unit No. 1/601/2485

Level 2

Credit Value 8

GLH 55

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of preparing
text from shorthand

1.1 Describe different types of
documents that may be produced
from shorthand and the formats
to be followed

1.2 Describe different forms in which
texts may be presented

2. Understand the purpose and value
of following procedures when
preparing text from shorthand

2.1 Explain the value and benefits of
agreeing the purpose, format and
deadline for preparing texts from
shorthand

2.2 Describe ways of checking
finished documents for accuracy -
including spelling, grammar and
punctuation — and correctness,
and the purpose of doing so

2.3 Explain the purpose of storing
texts and original shorthand
notes safely and securely, and
ways of doing so

2.4 Explain the purpose of
confidentiality and data protection
when preparing texts from
shorthand notes

2.5 Explain the purpose and benefits
of meeting deadlines

3. Be able to prepare for tasks, and
use shorthand to take dictation

3.1 Agree the purpose, format, and
deadlines for preparing texts from
shorthand

3.2 Take dictation using shorthand at
a minimum speed of 60 words
per minute

4. Be able to produce texts from
shorthand

4.1 Clarify text requirements, when
necessary

4.2 Input and format texts to an
agreed format from shorthand
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notes

4.3 Make efficient use of technology,
as required

4.4 Read and check texts for accuracy
4.5 Edit and correct texts, as required

4.6 Store texts and original shorthand
notes safely and securely
following organisational
procedures

4.7 Present texts to the required
format and within the agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s)

This unit is about preparing different
types of text from shorthand notes,
where the notes are taken at a
minimum speed of 60 words per
minute.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 55
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Title Prepare text from recorded audio instruction (40 wpm)
CfA Unit No. Q216

WBA Unit No. L/601/2486

Level 2

Credit Value 4

GLH 35

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of preparing
text from recorded audio
instruction

1.1 Describe different types of
documents that may be produced
from recorded audio and the
formats to be followed

1.2 Describe different forms in which
texts may be presented

1.3 Describe the different types of
technology that are available for
playing back recordings and their
main features

2. Understand the purpose and value
of following procedures when
preparing text from recorded
audio instruction

2.1 Explain the value and benefits of
agreeing the purpose, format and
deadline for preparing texts from
recorded audio instruction

2.2 Describe ways of checking
finished documents for accuracy -
including spelling, grammar and
punctuation — and correctness,
and the purpose of doing so

2.3 Explain the purpose of storing
texts and original recordings
safely and securely, and ways of
doing so

2.4 Explain the purpose of
confidentiality and data protection
when preparing texts from
recorded audio

2.5 Explain the purpose and benefits
of meeting deadlines

3. Be able to produce texts from
audio recordings

3.1 Agree the purpose, format, and
deadlines for texts

3.2 Input text from audio recordings
at a minimum speed of 40 words
per minute

3.3 Format texts to agreed format
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making efficient use of available
technology

3.4 Clarify text requirements when
necessary

3.5 Read and check texts for accuracy
3.6 Edit and correct texts, as required

3.7 Store texts and original
recordings safely and securely
following organisational
procedures

3.8 Present texts to the required
format and within the agreed
deadlines

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about preparing different
types of text from audio recordings,
where the recording is made at a
minimum speed of 40 words per
minute.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 35
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Title Design and produce documents in a business
environment

CfA Unit No. Q312

WBA Unit No. M/601/2531

Level 3

Credit Value 4

GLH 25

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose and value
of designing and producing high
quality and attractive documents

1.1 Describe different types of
documents that may be designed
and produced and the different
styles that could be used

1.2 Describe different formats in
which text may be presented

1.3 Explain the purpose and benefits
of designing and producing high
quality and attractive documents

2. Know the resources available to
design and produce documents
and how to use them

2.1 Describe the types of resources
needed to design and produce
high quality and attractive
documents

2.2 Explain the purpose and benefits
of using different types of
resource to design and produce
high quality and attractive
documents

2.3 Describe different types of
technology available for inputting,
formatting and editing text, and
their main features

3. Understand the purpose and value
of following procedures when
designing and producing
documents

3.1 Explain the value and benefits of
agreeing the purpose, content,
style, and deadlines for the
design and production of
documents

3.2 Describe ways of researching and
organising content needed for
documents

3.3 Describe ways of integrating and
laying out text and non-text

3.4 Describe ways of checking
finished documents for accuracy -
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including spelling, grammar and
punctuation - and correctness,
and the purpose of doing so

3.5 Explain the purpose of storing
documents safely and securely,
and ways of doing so

3.6 Explain the purpose of
confidentiality and data protection
when preparing documents

3.7 Explain the purpose and benefits
of meeting deadlines

4. Be able to design and produce 4.1 Agree the purpose, content, style
documents to agreed and deadlines for documents

specifications 4.2 Identify and prepare resources

needed to design and produce
documents

4.3 Research and organise the
content required for documents

4.4 Make appropriate and efficient
use of technology, as required

4.5 Design, format and produce
documents to an agreed style

4.6 Integrate non-text objects into an
agreed layout, if required

4.7 Check texts and objects for
accuracy

4.8 Edit and correct texts and objects
as required

4.9 Clarify document requirements, if
necessary

4.10 Store documents safely and
securely following organisational
procedures

4.11 Present documents to the
required format, and within the
agreed deadlines

Additional Information about the unit

Unit purpose and aim(s) This unit is about designing and
preparing high quality and attractive
documents to agreed layouts, formats

and styles.
Unit expiry date 31 December 2013
Details of the relationship between Council for Administration (CfA)

the unit and relevant national
occupational standards or other

Level 3 NVQ in Business & Administration Unit 58



professional standards or curricula (if
appropriate)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 25
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Title Prepare text from notes using touch typing (60 wpm)
CfA Unit No. Q313

WBA Unit No. T/601/2532

Level 3

Credit Value 4

GLH 10

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of preparing
text from notes using touch typing

1.1 Describe different types of
documents that may be produced
from notes and the format to be
followed

1.2 Describe different forms in which
texts may be presented

1.3 Explain the difference between
producing text from own notes
and producing text from others’
notes

2. Understand the purpose and
benefits of following procedures
when preparing text using touch

typing

2.1 Explain the value and benefits of
agreeing the purpose, format and
deadline for texts

2.2 Explain the benefits of accuracy -
including spelling, grammar and
punctuation - when preparing
typed text from notes

2.3 Describe ways of checking
finished documents for accuracy
and correctness, and the purpose
of doing so

2.4 Explain the purpose of storing
text and original notes safely and
securely, and ways of doing so

2.5 Explain the purpose of
confidentiality and data protection
when preparing text from notes

2.6 Explain the purpose and benefits
of meeting deadlines

3. Be able to prepare for tasks

3.1 Agree the purpose, format and
deadlines for texts

4. Be able to produce texts using
touch typing at a minimum speed
of 60 wpm

4.1 Input texts using touch typing to
a minimum speed of 60 words
per minute

4.2 Format texts to agreed format

Level 3 NVQ in Business & Administration Unit 68




making best the use of available
technology

4.3 Clarify text requirements when
necessary

4.4 Read and check texts for accuracy
4.5 Edit and correct texts, as required

4.6 Store texts and original notes
safely and securely following
organisational procedures

4.7 Present texts to the required
format and within the agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s)

This unit is about preparing different
types of text using touch typing at a
minimum speed of 60 words per
minute.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 10
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Title Prepare text from shorthand (80 wpm)
CfA Unit No. Q314

WBA Unit No. A/601/2533

Level 3

Credit Value 8

GLH 45

Learning Outcomes Assessment Criteria
The learner will The learner can

1. Understand the task of preparing 1.1 Describe different types of

text from shorthand documents that may be produced
from shorthand and the formats
to be followed

1.2 Describe different forms in which
shorthand texts may be

presented
2. Understand the purpose and value | 2.1 Explain the value and benefits of
of following procedures when agreeing the purpose, format and
preparing text from shorthand deadline for texts prepared from
shorthand

2.2 Describe ways of checking
finished documents for accuracy -
including spelling, grammar and
punctuation — and correctness,
and the purpose of doing so

2.3 Explain the purpose of storing
text and original shorthand notes
safely and securely, and ways of
doing so

2.4 Explain the purpose of
confidentiality and data protection

when preparing text from
shorthand notes

2.5 Explain the purpose and benefits
of meeting deadlines

3. Be able to prepare for tasks, and 3.1 Agree the purpose, format, and
use shorthand to take dictation deadlines for texts

3.2 Take dictation using shorthand at
a minimum of 80 words per

minute
4. Be able to produce texts from 4.1 Get clarification of points as
shorthand required

4.2 Input and format texts to an
agreed format from shorthand
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notes

4.3 Make efficient use of technology,
as required

4.4 Read and check texts for accuracy
4.5 Edit and correct texts, as required

4.6 Store texts and original shorthand
notes safely and securely
following organisational
procedures

4.7 Present texts to the required
format, within the agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s)

This unit is about preparing different
types of text from shorthand notes at
minimum speed of 80 words per
minute.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 45
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Title Prepare text from recorded audio instruction (60 wpm)
CfA Unit No. Q315

WBA Unit No. F/601/2534

Level 3

Credit Value 4

GLH 25

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of preparing
text from recorded audio
instruction

1.1 Describe different types of
documents that may be produced
from recorded audio and the
formats to be followed

1.2 Describe different forms in which
texts may be presented

1.3 Describe the different types of
technology that are available for
playing back recordings and their
main features

2. Understand the purpose and value
of following procedures when
preparing text from recorded
audio instruction

2.1 Explain the value and benefits of
agreeing the purpose, format and
deadline for preparing texts from
recorded audio instruction

2.2 Describe ways of checking
finished documents for accuracy -
including spelling, grammar and
punctuation — and correctness,
and the purpose of doing so

2.3 Explain the purpose of storing
text and original recordings safely
and securely, and ways of doing
SO

2.4 Explain the purpose of
confidentiality and data protection
when preparing text from
recorded audio

2.5 Explain the purpose and benefits
of meeting deadlines

3. Be able to produce texts from
audio recordings

3.1 Agree the purpose, format, and
deadlines for texts prepared from
audio recordings

3.2 Input text from an audio
recordings at a minimum speed of
60 words per minute
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3.3 Format texts to agreed format
making best use of available
technology

3.4 Clarify text requirements when
necessary

3.5 Read and check texts for accuracy
3.6 Edit and correct texts, as required

3.7 Store texts and original recording
safely and securely following
organisational procedures

3.8 Present texts to the required
format, within the agreed
deadlines

Additional Information about the unit

Unit purpose and aim(s)

This unit is about preparing different
types of text from audio recoding at a
minimum speed of 60 words per
minute.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 25
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Events and Meetings

Title Support the organisation of an event

CfA Unit No. Q223

WBA Unit No. L/601/2505

Level 2

Credit Value 2

GLH 15

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the role and purpose 1.1 Describe the role and
of providing support with the responsibilities required when
organisation of an event supporting the organisation of an

event

1.2 Identify a range of support
activities that may be required
when supporting the organisation
of an event

1.3 Identify the purpose and value of
giving assistance with organising
an event

1.4 Describe the different types of
events and their main features

1.5 Describe the types of risks
associated with events and how
to minimise these

1.6 Outline the types of information
that delegates will need

1.7 Explain how to identify suitable
venues for different types of
events

1.8 Describe the types of resources
needed to prepare for different
types of events

1.9 Outline the different special
requirements that delegates may
have and how to meet these

1.10 Describe the health, safety and
security requirements that need
to be considered when organising
events

2. Be able to support the organisation | 2.1 Contribute to the organisation of
of an event an event by:
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a) supporting the implementation
of the plan for the event to
meet agreed objectives

b) identifying resources and
support needed for organising
an event

¢) identifying and costing suitable
venues

d) arranging resources and
production of event materials

e) preparing and sending of
invitations to delegates

f) co-ordinating delegate responses

g) liaising with the venue to
confirm event requirements

h) providing delegates with joining
instructions and event materials

i) rehearsing arrangements to

make sure the event runs
smoothly, if required

j) following all legal and contractual
requirements

k) following the relevant health,
safety and security
requirements for the event

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supporting the
organisation of an event.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 15
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Title Support the co-ordination of an event
CfA Unit No. Q224

WBA Unit No. D/601/2508

Level 2

Credit Value 3

GLH 20

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the role and purpose
of supporting the co-ordination of
an event

1.1 Describe the range of support
activities that may be required
when supporting the co-
ordination of an event

1.2 Identify the responsibilities
involved in supporting the co-
ordination of an event

1.3 Describe the types of problems
that may occur during events and
how to deal with these

1.4 Describe the points to observe
when clearing and vacating an
event

1.5 Describe the types of follow-up
activities that may be required to
carry out the co-ordination of an
event

2. Be able to support the co-
ordination of an event

2.1 Contribute to the co-ordination of
an event by:

a) preparing the venue and
making sure all necessary
resources and supporting
activities are in place

b) arranging resources during an
event, in line with agreed plans

¢) helping delegates to feel
welcome

d) meeting delegates’ needs
throughout an event

e) resolving or referring
problems, as required

f) liaising with the management
of the venue to make sure facility
resources are in place
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g) clearing, and vacating the
venue according to the terms of
the contract

h) preparing and circulating
papers, or completing other
follow up actions following the
event, if required

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supporting the co-
ordination and delivery of an event.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 20
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Title Support the organisation of business travel or
accommodation

CfA Unit No. Q225

WBA Unit No. Y/601/2510

Level 2

Credit Value 3

GLH 18

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the purpose of 1.1 Explain the purpose of obtaining
confirming a brief and budget for and confirming instructions for
business travel or accommodation arranging business travel or

accommodation

1.2 Explain the purpose and benefits
of confirming the requirements of
a brief and budget for business
travel or accommodation
arrangements

1.3 Explain the purpose of following
the requirements of a brief and
budget for business travel or
accommodation arrangements

1.4 Describe how to support the
organisation of business travel or
accommodation to meet
expectations

1.5 Describe the main types of
business travel or accommodation
arrangements that may need to
be made and the procedures to
follow

1.6 Describe how to obtain best value
for money when making business
travel or accommodation
arrangements

1.7 Describe how to keep records of
business travel or accommodation
arrangements

1.8 Outline the documents and
information to provide to the
person who is travelling and how
to obtain these

1.9 Describe the types of problems
that may occur with business

Level 3 NVQ in Business & Administration Unit 78



travel or accommodation
arrangements and the correct
procedures to follow in order to
deal with these problems

2. Know the sources of information
and facilities available to make
business travel or accommodation
arrangements

2.1 Describe sources of information,
and the facilities available, for
making business travel or
accommodation arrangements

3. Be able to support the
organisation with business travel
or accommodation arrangements

3.1 Confirm the brief and budget for
business travel or accommodation
arrangements

3.2 Check a draft itinerary and
schedule with organiser or
traveller(s)

3.3 Identify suitable business travel
or accommodation options

3.4 Book suitable business travel or
accommodation arrangements,
following instructions:

a) to meet the brief and budget
using available sources of
information and facilities

b) obtaining best value for money

c) making payment or agreeing
payment arrangements

3.4 Obtain confirmations, and collate
documents for business travel or
accommodation arrangements

3.5 Maintain records of business
travel or accommodation
arranged

3.6 Provide the organiser or
traveller(s) with an itinerary and
required documents in good time

3.7 Confirm with the organiser or
traveller(s) that itinerary and
documents meet requirements

3.8 Resolve or refer problems to the
appropriate person

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supporting the
delivery of business travel or
accommodation arrangements
following instruction from the

organiser or traveller(s).
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Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 18
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Title Support the organisation of meetings
CfA Unit No. Q226

WBA Unit No. T/601/2515

Level 2

Credit Value 4

GLH 18

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the arrangements to
be made to support the planning
and organising of meetings

1.1 Describe the role and
responsibilities for supporting the
organiser of the meeting

1.2 Describe different types of
meetings and their main features

1.3 Describe how to help plan
meetings to meet agreed aims
and objectives

1.4 Describe the types of resources
that may be needed for different
types of meetings

1.5 Describe health, safety and
security arrangements to follow
when organising meetings

1.6 Explain the purpose of following
the agreed brief, plan and the
resources required, for arranging
a meeting

1.7 Identify the sources and types of
information and services needed
to arrange a meeting

1.8 Describe how to help the meeting
organiser during the meeting

1.9 Describe the organisational
procedures for clearing and
vacating a meeting room

2. Be able to prepare for a meeting

2.1 Confirm the purpose and venue of
a meeting

2.2 Confirm a budget for a meeting, if
required

2.3 Organise and confirm venue,
equipment and catering
requirement, if required
requirements
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2.4 Invite attendees and confirm
attendance

2.5 Collate and dispatch papers for a
meeting within agreed timescales

2.6 Make sure attendees’ needs are
met

2.7 Make sure equipment and layout
of the rooms meets the meeting
brief

2.8 Keep records of arrangements
made and services used

2.9 Attend to any requirements
during the meeting as directed by
the meeting organiser

3. Be able to follow up a meeting

3.1 Follow organisation procedures
for clearing a meeting room

3.2 Circulate a meeting record to
agreed timescales

3.3 Make sure arrangements for
payments have been met, if
required

3.4 Contribute to the evaluation of
arrangements made for meetings,
as required

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about supporting the
planning and organisation of
meetings.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 18
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Title Plan and organise an event
CfA Unit No. Q320

WBA Unit No. R/601/2540

Level 3

Credit Value 4

GLH 28

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the role of an event
organiser in planning an event

1.1 Explain the purpose and benefits
of planning an event

1.2 Explain the role of the event
organiser in:

a) meeting the objectives of the
event

b) agreeing a brief and budget for
the event

1.3 Identify and evaluate the types of
risks associated with events and
explain how to minimise these

1.4 Explain the purpose and benefits
of a contingency plan for an event

1.5 Describe the types of problems
that may occur when organising
an event and how to solve them

1.6 Categorise different types of
events and their main features

2. Understand the arrangements to
be made when planning and
organising an event

2.1 Explain the role of the event
organiser for

a) anticipating and planning for
all delegate provision and
needs before and during the
event, including investigating
and providing for any special
requirements

b) meeting relevant health,
safety and security
arrangements

c) meeting legal and
organisational requirements
for contracts

d) organising resources and the
production of event materials
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e) the types of activities and
resources that may be needed
during an event

f) liaison with the venue and the
supporting team to make sure
all requirements are met and
roles are understood

3. Understand the different types of
venues and resources needed for
different types of events

3.1 Identify and evaluate different
types of venue in terms of
suitability for events and costs

3.2 Describe a range of resources
that may be needed for events
and illustrate how they may be
used

3.3 Identify examples, and explain
the purpose and benefits of
selection criteria when choosing a
venue and resources for an event

4. Be able to plan and organise an
event

4.1 Agree an event brief and budget

4.2 Agree a plan for an event, which
will meet agreed objectives and
address any identified risks and
contingencies

4.3 Identify and agree resources and
support needed for organising an
event

4.4 Agree requirements for venue(s)
4.5 Identify venue and agree costings

4.6 Liaise with the venue to confirm
event requirements and / or any
special delegate requirements

4.7 Agree requirements for resources

4.8 Co-ordinate resources and
production of event materials

4.9 Make sure arrangements are in
place for the event to meet
relevant health, safety and
security requirements

4.10 Make sure legal and
organisational requirements for
contracts are met

4.11 Make sure that all those involved
are briefed and trained to fulfil
their roles

4.12 Delegate functions to the event
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team as required

4.13 Make arrangements for
rehearsals to make sure the
event runs smoothly, if required

4.14 Make sure invitations are sent
out to delegates

4.15 Manage delegate responses

4.16 Prepare joining instructions and
event materials to be sent to
delegates

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about planning and
organising an event.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 28
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Title Co-ordinate an event
CfA Unit No. Q321

WBA Unit No. Y/601/2541

Level 3

Credit Value 4

GLH 30

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the role of an event
co-ordinator in managing an event
to meet the objectives of the brief

1.1 Explain the responsibilities of an
event co-ordinator

1.2 Describe the purpose of agreeing
a plan that meets the objectives
of the event brief

2. Understand the activities required
when co-ordinating an event

2.1 Explain the role of the event co-

ordinator during the event for:

a) all delegate provision and
needs, b) meeting relevant
health, safety

and security requirements

c) observing legal and
organisational requirements
for contracts

d) co-ordinating resources and
the use of event materials

e) liaising with the venue and
supporting team during an
event to make sure all
requirements are met and
roles are carried out

f) resolving problems

g) overseeing the work of key
staff

2.2 Explain the role of an event co-
ordinator after an event for:

a) clearing and vacating the

venue

b) organising follow up papers
and activities, if required

¢) reconciling accounts to budget

d) evaluating an event and the

methods that can be used to
do this
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3. Be able to co-ordinate an event

3.1 Prepare the venue and make sure
all necessary resources are in
place

3.2 Co-ordinate activities during an
event, in line with agreed plans

3.3 Help delegates to feel welcome

3.4 Respond to delegates’ needs
throughout an event

3.5 Resolve problems, as required

3.6 Oversee the work of key staff
during the event

3.7 Monitor compliance with relevant
health, safety and security
requirements

3.8 Liaise with the management of
the venue to make sure facility
resources are in place

3.9 Arrange clearing, and vacating
the venue according to the terms
of the contract

3.10 Prepare and circulate papers, or
complete other follow up actions
following the event, if required

3.11 Reconcile accounts to budget, if
required

3.12 Evaluate an event identifying
recommendations and passing
these on to relevant colleagues,
where relevant

3.13 Agree key learning points and
use these to improve the

running of future events

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about co-ordinating the
delivery of an event.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration
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Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 25
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Title Plan and organise meetings
CfA Unit No. Q322

WBA Unit No. D/601/2542

Level 3

Credit Value 5

GLH 25

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the arrangements and
actions required for planning and
organising meetings

1.1 Explain the role of the person
planning and organising a
meeting

1.2 Describe the different types of
meetings and their main features

1.3 Explain how to plan meetings that
meet agreed aims and objectives

1.4 Explain the purpose of agreeing a
brief for the meeting

1.5 Explain how to identify suitable
venues for different types of
meetings

1.6 Describe the types of resources
needed for different types of
meetings

1.7. Outline the main points that
should be covered by an agenda
and meeting papers

1.8 Explain the purpose of meeting
attendees’ needs and special
requirements, and providing them
with information required for
meetings

1.9 Describe the health, safety and
security requirements that need
to be considered when organising
meetings

1.10 Explain the purpose and benefits
of briefing the chair before a
meeting

1.11 Explain the purpose of
welcoming and providing
suitable refreshments to
attendees, if required

1.12 Describe the types of
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information, advice and support
that may be need to be
provided during a meeting

1.13 Describe the types of problems
that may occur during a
meeting and how to solve them

1.14 Explain what should be included
in a record of a meeting, and
the purpose of ensuring the
record is accurate and approved

1.15 Explain how to record actions
and follow up, if required

1.16 Explain the purpose of collecting
and evaluating participant
feedback from the meeting

1.17 Describe how to agree learning
points to improve the
organisation of future meetings

2. Be able to prepare for a meeting 2.1 Agree and prepare the meeting
brief, checking with others, if
required

2.2 Agree a budget for the meeting, if
required

2.3 Prepare and agree an agenda and
meeting papers

2.4 Organise and confirm venue,
equipment and catering
requirements, when necessary

2.5 Invite attendees, confirm
attendance and identify any
special requirements

2.6 Arrange catering, if required

2.7 Arrange the equipment and layout
of the room, if required

2.8 Make sure the chair receives
appropriate briefing

3. Be able to support running a 3.1 Welcome attendees and offer
meeting suitable refreshments (if
required)

3.2 Make sure attendees have full set
of papers

3.3 Make sure a person has been
nominated to take minutes, if
required

3.4 Provide information, advice and
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support when required

4. How to follow up a meeting

4.1 Produce a record of the meeting

4.2 Seek approval for the meeting
record, amend as required

4.3 Respond to requests for
amendments and arrange
recirculation of a revised meeting
record

4.4 Follow up action points, if
required

4.5 Evaluate meeting arrangements,
and external services where used

4.6 Evaluate participant feedback
from the meeting and share
results with relevant people,
where used

4.7 Summarise learning points and
use these to identify
improvements that can be made
to future meeting arrangements
and support

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about planning and
organising meetings to meet the
agreed purpose of the meeting.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 25
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Title Organise business travel or accommodation
CfA Unit No. Q323

WBA Unit No. H/601/2543

Level 3

Credit Value 5

GLH 20

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the range of
information, requirements and
procedures that may be needed
for all types of business travel or
accommodation arrangements

1.1 Explain the purpose and benefits
of agreeing the brief and budget
of travel or accommodation
arrangements with traveller(s)

1.2 Explain how to organise business
travel or accommodation to meet
expectations

1.3 The sources of information and
facilities that are used to make
travel or accommodation
arrangements

1.4 Describe the main types of
business travel or accommodation
arrangements that can be made,
including those requiring
additional specialist documents
and facilities

1.5 How to obtain best value for
money when making travel or
accommodation arrangements

1.6 Explain procedures for obtaining
specific information, facilities or
documents for

a) payment facilities and foreign
currency, if required

b) insurance and health
precautions, if required
C) visas, and passport
requirements, if required

d) security and emergencies, if
required

1.7 How to keep records of travel or
accommodation arrangements,
including financial records

1.8 The types of information that are
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confidential and how to store
them in line with current
legislation

2. Understand the types of problems
that may occur with business
travel or accommodation
arrangements and how to deal
with them

2.1 Describe problems that may occur
when making arrangements for
business travel or accommodation

2.2 Explain ways of resolving
problems that may arise

3. Be able to organise different types
of business travel or
accommodation arrangements

3.1 Agree the business travel or
accommodation brief and budget
with traveller(s)

3.2 Check draft itinerary and schedule
with a traveller(s)

3.3 Research suitable business travel
or accommodation options

3.4 Make business travel
arrangements or book
accommodation, to brief and
budget, obtaining best value for
money

3.5 Make necessary payments or
arrange payment facilities

3.6 Make additional arrangements for
international travel and
accommodation, if required

3.7 Obtain confirmations and record
all details of arrangements

3.8 Collate all documents and other
items

3.9 Keep business travel items (if
required) safe and secure until
handed over

3.10 Provide traveller(s) with
itinerary and all required
information and documents, in
good time

3.11 Confirm with traveller(s) that all
items provided meet
requirements

3.12 Resolve problems that may arise

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about organising the
delivery of travel or accommodation
arrangements to meet the travellers
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brief within budget.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 30
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Title Evaluate the organisation of business travel or
accommodation

CfA Unit No. Q324

WBA Unit No. K/601/2544

Level 3

Credit Value 2

GLH 10

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose and
processes of evaluating business
travel or accommodation
arrangements

1.1 Describe different criteria that
may be used to evaluate
arrangements for business travel
or accommodation

1.2 Explain the benefits of evaluating
business travel or accommodation
arrangements for individuals and
organisations

Be able to evaluate business
travel or accommodation
arrangements

2.1 Use records of business travel
and accommodation
arrangements made and services
used and assess their

effectiveness

2.2 Use feedback from a traveller(s)
to assess the effectiveness of
business travel and
accommodation arrangements
made and services used

2.3 Record outcomes of evaluations
to inform future service
expectations

2.4 Make recommendations to the
appropriate people to update
business travel or accommodation
policies and procedures

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about evaluating the
effectiveness of processes, services,
etc involved in the delivery of
business travel or accommodation
arrangements.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other

Council for Administration (CfA)
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professional standards or curricula (if
appropriate)

Assessment requirements or Assessment Strategy
guidance specified by a sector or
regulatory body (if appropriate)

Support for the unit from an SSC or Council for Administration
other appropriate body (if required)

Location of the unit within the 15. Business, Administration and Law
subject/sector classification system 15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010

Unit guided learning hours 10
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Communications

Title Use electronic message systems
CfA Unit No. Q207

WBA Unit No. H/601/2476

Level 2

Credit Value 1

GLH 6

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the use of electronic
message systems

1.1 Describe the main types of
electronic message systems

1.2 Describe the different features of
electronic message systems

1.3 Explain the purpose of keeping an
electronic message system up to
date

1.4 Describe how to use an electronic
message system to check and
delete or discard messages

1.5 Explain the purpose of leaving
clear messages for others

2. Be able to use electronic message
systems

2.1 Keep a message system up to
date

2.2 Check system for messages

2.3 Respond to messages within
agreed timescales

2.4 Delete messages when dealt with

2.5 Select the information to be given
when taking or leaving messages

2.6 Leave messages on other people’s
systems, if required

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about organising and
updating messages using an
electronic message system.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or

Assessment Strategy
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guidance specified by a sector or
regulatory body (if appropriate)

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 6
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Title Use a diary system

CfA Unit No. Q208

WBA Unit No. K/601/2477

Level 2

Credit Value 3

GLH 9

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand a diary system 1.1 Explain the purpose of using a
diary system

1.2 Describe different types of diary
systems

1.3 Describe the purpose of obtaining
relevant information about
requested diary entries and
changes

2. Understand how to use a diary 2.1 Describe the types of information
system needed for diary entries

2.2 Explain how to prioritise requests

2.3 Explain the purpose of prioritising
requests

2.4 Explain the purpose of trying to
balance the needs of all those
involved

2.5 Explain the purpose of
communicating changes to those
affected

2.6 Explain the purpose of keeping a
diary system up to date

2.7 Describe the different types of
problems that may occur when
new requests are made and
solutions to these problems

2.8 Explain the purpose of following
security and confidentiality
procedures when using a diary
system

3. Be able to use a diary system 3.1 Obtain information needed to
make diary entries

3.2 Make diary entries accurately and
clearly

3.3 Prioritise changes to entries, as
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required
3.4 Record agreed changes in the
diary
3.5 Identify and report the effects of
any changes for existing entries

3.6 Solve problems by negotiating
alternative arrangements, when
necessary

3.7 Keep a diary up to date and store
it securely

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about using a diary
system to organise and record work
activities so that planned work can
take place.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 9
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Title Take minutes
CfA Unit No. Q209

WBA Unit No. M/601/2478
Level 2

Credit Value 4

GLH 15

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the task of taking
minutes at meetings

1.1 Describe the purpose of meetings

1.2 Describe legal and organisational
requirements that may apply to
minute taking

1.3 Explain the purpose of minutes as
an accurate record of discussions
and decisions

1.4 Describe the purpose of
documents and terms that are
commonly used in meetings

2. Understand the role of the chair
and other formal responsibilities in
meetings

2.1 Explain the role of the chair and
other formal responsibilities
within meetings

2.2 Describe how to work in
partnership with the chair when
taking minutes

3. Know how to take minutes at
meetings

3.1 Explain the purpose of listening
actively when taking minutes

3.2 Explain how to listen actively
when minute taking

3.3 Describe how to take notes during
discussions held at meetings

3.4 Explain the purpose of getting
clarification

3.5 Describe how to get clarification

3.6 Describe different types of
minutes and their purpose

3.7 Describe the different styles of
writing that may be used in
minute taking

3.8 Explain how to sort, select and
structure information to produce
minutes

3.9 Explain what is meant by using
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the correct tone and professional
language in minutes

4. Be able to prepare for taking 4.1 Prepare for taking minutes, as
minutes required

4.2 Communicate with the meeting
chair, as required

4.3 Note any changes to the agenda,
matters arising and action points
from last meeting

5. Be able to minute meetings 5.1 Take notes at a meeting of all
items required

5.2 Produce accurate minutes that
record the meaning of discussions
and decisions taken

5.3 Make sure minutes are in the
agreed style

5.4 Make sure the process for signing
off minutes and / or action points
has been agreed

5.5 Check minutes and make
necessary amendments

5.6 Agree minutes with the relevant
people and circulate them within
the agreed timescales

5.7 Follow organisational
requirements for confidentiality
and security of information, as
required

5.8 Make sure follow-up actions, and
who is responsible for taking the
actions, have been clearly
identified

5.9 Store notes and minutes following
organisational procedures

5.10 Follow legal and organisational
requirements for minute taking,
as necessary

Additional Information about the unit

Unit purpose and aim(s) This unit is about taking minutes at
different kinds of meetings, where an
accurate record is needed of
decisions made and actions agreed.

Unit expiry date 31 December 2013
Details of the relationship between Council for Administration (CfA)
the unit and relevant national
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occupational standards or other
professional standards or curricula (if
appropriate)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 15
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Title Develop a presentation
CfA Unit No. Q310

WBA Unit No. M/601/2528

Level 3

Credit Value 3

GLH 15

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose of
preparing for and evaluating a
presentation

1.1 Explain the purpose of using
different types of presentation
and equipment to provide
information

1.2 Explain the procedures to be
followed when preparing a
presentation, including planning,
preparation of content, materials,
and contingencies

1.3 Explain the benefits of preparing
for giving a presentation

1.4 Explain and illustrate how
presentations may be enhanced
by materials and equipment

1.5. Explain the purpose and benefits
of reflecting on the feedback
obtained of the written
presentation

2. Be able to develop a presentation

2.1 Agree and confirm audience,
purpose, content, style and
timing of a presentation

2.2 Research and plan a presentation

2.3 Select any equipment needed for
the presentation

2.4 Prepare content, shape and
structure of a presentation to
achieve its purpose and suit
needs of audience

2.5 Obtain feedback on planned
presentation and make
adjustments, if required

2.6 Produce presentation handouts

2.7 Collect feedback on the written
presentation
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2.8 Reflect on the feedback obtained
of the written presentation and
identify learning points

2.9 Identify changes that will improve
future written presentations

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about developing a
presentation.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 15
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Title Deliver a presentation

CfA Unit No. Q311

WBA Unit No. T/601/2529

Level 3

Credit Value 3

GLH 15

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the purpose of 1.1 Explain the purpose of using
preparing for and evaluating a different types of presentation
presentation and equipment

1.2 Explain different ways of
delivering presentations and their
features

1.3 Explain the procedures to be
followed when preparing a
presentation

1.4 Explain the benefits of preparing
for giving a presentation

1.5 Describe the types of problems
that may occur with equipment
and how to deal with them

1.6 Explain the purpose and benefits
of contingency planning

1.7 Explain the purpose and benefits
of collecting feedback from the
audience on the presentation

1.8 Explain the purpose and benefits
of evaluating presentations and
own performance

2. Understand the techniques used 2.1 Explain and illustrate how
in enhancing a presentation presentations may be enhanced
by materials and equipment

2.2 Explain and illustrate how
presentations may be enhanced
by use of communication and
interpersonal skills

2.3 Describe how to gauge audience
reaction to the presentation

2.4 Explain the purpose and benefits
of summarising important
features of the presentation
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2.5 Describe the purpose and
benefits of giving the audience
opportunities to ask questions

3. Be able to prepare for delivery of
a presentation

3.1 Select any equipment needed and
plan how to use it to best effect

3.2 Make contingency plans in case
of equipment failure or other
problems, if required

3.3 Practise the presentation and its
timing
3.4 Obtain feedback on planned

presentation and make
adjustments, if required

4. Be able to deliver a presentation

4.1 Check equipment and resources
4.2 Circulate presentation materials

4.3 Introduce self to audience and
state aims of the presentation

4.4 Address the audience, speaking
clearly and confidently, using
language to suit the topic and
audience

4.5 Vary tone, pace and volume to
emphasise key points

4.6 Gauge audience reaction during
the presentation and adapt if
required

4.7 Summarise throughout the
presentation to emphasise key
points and help to maintain
audience interest

4.8 Use body language in a way that
reinforces presented information

4.9 Use equipment, where
appropriate, to enhance the
presentation, and deal with any
problems that may occur

4.10 Provide the audience with
opportunities to ask questions

4.11 Listen carefully to questions and
respond in a way that meets the
audience’s needs

5. Be able to evaluate a presentation

5.1 Collect feedback on the
presentation

5.2 Reflect on own performance and
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identify learning points

5.3 Evaluate the presentation and
own performance and identify
changes that will improve future
presentations

Additional Information about the u

nit

Unit purpose and aim(s)

This unit covers the skills, knowledge
and understanding learners need to
prepare for, deliver and evaluate a
presentation for an audience.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 15
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Customer Service

Title Handle mail
CfA Unit No. Q210

WBA Unit No. T/601/2479
Level 2

Credit Value 3

GLH 17

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand security procedures
when handling mail or packages

1.1 Explain the purpose of security
procedures for handling mail or
packages

1.2 Give examples of security
procedures for handling mail in
organisation(s)

2. Understand the range of available
internal and external mail services

2.1. Explain the purpose of
distributing and dispatching mail
to the correct recipient within
agreed timescales

2.2 State the organisational structure
and names, roles and locations of
individuals and teams

2.3 Give examples of internal and
external mail services available to
organisations

2.4 Give reasons for selecting internal
and external mail services

2.5 Describe the methods of
calculating postage charges for
mail or packages

2.6 Describe the types of problems
that may occur with incoming and
outgoing mail and how to deal
with these

3. Be able to receive, distribute and
collect internal mail or packages

3.1 Receive, check and sort incoming
mail or packages

3.2 Identify and deal with unwanted
junk mail or damaged items

3.3 Identify and deal with suspicious
items

3.4 Distribute incoming mail or
packages
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3.5 Collect, sort and prioritise
outgoing mail or packages

4. Be able to follow procedures for
despatching mail or packages

4.1 Identify best options for
despatching mail

4.2 Agree a cost for despatching mail
or packages

4.3 Arrange services to collect
outgoing mail or packages, if
required

4.4 Identify and prepare items for

urgent or special delivery, where
necessary

4.5 Calculate correct postage charges
for outgoing mail or packages

4.6 Record postage costs

4.7 Despatch outgoing mail or
packages to agreed timescale

5. Be able to resolve, report or refer
problems that may occur in
handling mail or packages

5.1 Identify where a problem may
exist with incoming and outgoing
mail or packages

5.2 Resolve, report or refer problems
with incoming and outgoing mail
or packages

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about handling internal
and external mail and packages
within the service requirements of an
organisation.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 17
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Title Provide reception services
CfA Unit No. Q211

WBA Unit No. K/601/2480

Level 2

Credit Value 3

GLH 15

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose of
reception services in a business
environment

1.1 Explain the purpose of the
receptionist role as the first point
of contact between the public /
client and an organisation

1.2 Explain the purpose of presenting
a positive image of self and the
organisation

1.3 Explain how to present a positive
image of self and the organisation

2. Understand the procedures to be
followed when providing reception
services

2.1 Describe the structure and lines
of communication in an
organisation

2.2 Explain how the structure in an
organisation affects lines of
communication

2.3 Explain the purpose of entry,
departure, security and
confidentiality procedures,
including own responsibilities

2.4 Explain how to carry out entry,
departure, security and
confidentiality procedures in a
reception area

2.5 Explain the purpose of health and
safety procedures when providing
a reception service, including own
responsibilities

2.6 Explain how to carry out health
and safety procedures in a
reception area

2.7 Describe the emergency
procedures and your role within
them

2.8 Describe the types of problems
that may occur with visitors
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including, conflict and aggression

2.9 Explain ways of dealing with
problems and when to refer them
to an appropriate colleague

3. Understand ways of improving 3.1 Explain the purpose of suggesting
reception services and developing ideas for improving a reception
own role area

3.2 Explain the purpose of carrying
out additional duties, if
applicable, and give examples

4. Provide a reception service 4.1 Present a positive image of self
and the organisation

4.2 Provide individuals with requested
information and other useful
information, within guidelines on
confidentiality

4.3 Follow entry and exit security
procedures, if required

4.4 Follow relevant health and safety
procedures

4.5 Deal with problems that may
occur, if necessary

4.6 Refer problems, as required

4.7 Make sure a reception area gives
a positive image of the
organisation

4.8 Make suggestions for improving a
reception area, as required

4.9 Follow organisational procedures
in the event of an accident or
emergency, as required

4.10 Look for and complete
additional task(s) during quiet
periods, as required

Additional Information about the unit

Unit purpose and aim(s) This unit is about providing a
reception service in a business
environment, acting as the first point
of contact between a business, its
clients and the public.

Unit expiry date 31 December 2013

Details of the relationship between Council for Administration (CfA)
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)
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Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 15
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Title Meet and welcome visitors

CfA Unit No. Q256

WBA Unit No. Y/601/2457

Level 2

Credit Value 3

GLH 23

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand procedures for 1.1. Describe different reasons for

meeting and welcoming visitors people visiting a business, their
requirements and how their
needs may be met

1.2 Explain the purpose of dealing
with visitors promptly and
courteously

1.3 Explain the purpose of presenting
a positive image of self and the
organisation

1.4 Explain the purpose of following
health, safety and security
procedures when dealing with
visitors, including own
responsibilities

1.5 Describe different types of
problems that may occur with
visitors including, conflict and
aggression

1.6 Describe ways of dealing with
different problems and when to
refer them to an appropriate
colleague

1.7 Explain the purpose of
communicating with visitors

1.8 Describe organisation structures
and communication channels
within the organisation

2. Be able to meet and welcome 2.1 Greet visitor(s) and make them
visitors feel welcome

2.2 Identify visitors and the reason
for their visit

2.3 Use the organisation’s systems to
receive and record visitors, as
appropriate
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2.4 Make sure visitors’ needs are met

2.5 Present positive image of self and
the organisation

2.6 Follow health, safety and security
procedures, as required

2.7 Inform others of visitors’ arrival,
as required, in line with
appropriate communication
channels

2.8 Deal with any problems that may
occur, or refer problems to the
appropriate person

2.9 Follow procedures for departing
visitors, as required

Additional Information about the u

nit

Unit purpose and aim(s)

This unit covers the procedures to

follow and hospitality to offer when
meeting and welcoming visitors to

business premises.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 13
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Title Deliver, monitor and evaluate customer service to
internal customers

CfA Unit No. Q328

WBA Unit No. A/601/2550

Level 3

Credit Value 3

GLH 12

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the meaning of 1.1 Describe what is meant by
internal customer internal customers

2. Know the types of products and 2.1 Describe the products and
services relevant to internal services offered by own
customers organisation to internal

customers

3. Understand how to deliver 3.1 Explain the purpose and value of
customer service that meets or identifying internal customer
exceeds internal customer needs and expectations

expectations 3.2 Explain why customer service

must meet or exceed internal
customer expectations

3.3 Explain the value of meeting or
exceeding internal customer
expectations

3.4 Explain the purpose and value of
building positive working
relationships

4. Understand the purpose of quality | 4.1 Identify quality standards for own
standards and timescales for organisation and work

delivering customer service 4.2 Explain the value of agreeing

quality standards and timescales

4.3 Explain how to set and meet
quality standards and timescales
with internal customers

5. Understand how to deal with 5.1 Describe the types of problems
internal customer service that internal customers may have
problems

5.2 Explain ways of dealing with
problems

5.3 Explain the purpose and value of
a complaints procedure, if
applicable

6. Understand how to monitor and 6.1 Explain the purpose and benefits
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evaluate internal customer service
and the benefits of this

of monitoring internal customer
satisfaction and how to do so

6.2 Describe techniques for collecting
and evaluating customer
feedback

6.3 Explain the benefits of continuous
improvement

7. Be able to build positive working
relationships with internal
customers

7.1 Identify internal customers

7.2 Confirm internal customer needs
in terms of products and services

7.3 Confirm internal customer needs
in terms of quality standards and
timescales

7.4 Agree procedures to be followed if
internal customer needs are not
met

8. Be able to deliver customer
services to agreed quality
standards and timescales

8.1 Provide customer service(s) to
agreed quality standards

8.2 Provide customer service(s) to
agreed timescales

8.3 Check internal customer needs
and expectations have been met

9. Be able to deal with internal
customer service problems and
complaints

9.1 Follow procedures, within agreed

timescale, to

a) process problems and
complaints

b) resolve problems and
complaints

c) refer problems and complaints,
where necessary

10. Be able to monitor and evaluate
customer services to internal

customers

10.1 Obtain and record internal
customer feedback

10.2 Analyse and evaluate internal
customer feedback

10.3 Take action that will lead to
improvement in customer
service(s) to internal customers

Additional Information about the u

nit

Unit purpose and aim(s)

This unit is about providing and
continuously improving services to
internal customers.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national

Council for Administration (CfA)
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occupational standards or other
professional standards or curricula (if
appropriate)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 12
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Title Deliver, monitor and evaluate customer service to
external customers

CfA Unit No. Q329

WBA Unit No. F/601/2551

Level 3

Credit Value 3

GLH 12

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the meaning of
external customers

1.1 Describe what is meant by
external customers

2. Know the types of products and
services relevant to external
customers

2.1. Describe the products and
services offered by the
organisation to external
customers

3. Understand how to deliver
customer service that meets or
exceeds external customer
expectations

3.1 Explain the purpose and value of
identifying customer needs and
expectations

3.2 Explain why customer service
must meet or exceed customer
expectations

3.3 Explain the value of meeting or
exceeding customer expectations

3.4 Explain the purpose and value of
building positive working
relationships

4. Understand the purpose of quality
standards and timescales for
customer service to external
customers

4.1 Identify quality standards for own
organisation and work

4.2 Explain the value of agreeing
quality standards and timescales

4.3 Explain how to set and meet
quality standards and timescales
with external customers

5. Understand how to deal with
customer service problems for
external customers

5.1 Describe the types of problems
that external customers may
have

5.2 Explain the consequences of not
meeting external customer needs
and expectations

5.3 Explain ways of dealing with
external customer services
problems
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5.4 Explain the purpose and value of
a complaints procedure

Understand how to monitor and
evaluate external customer
service and the benefits of this

6.1 Explain the purpose and benefits
of monitoring external customer
satisfaction and how to do so

6.2 Describe techniques for collecting
and evaluating external customer
feedback

6.3 Explain the benefits of continuous
improvement

Be able to build positive working
relationships with external
customers

7.1 Identify external customers

7.2 Confirm external customer needs
in terms of products and services

7.3 Confirm external customer needs
in terms of quality standards and
timescales

7.4 Agree procedures to be followed if
external customer needs are not
met

Be able to deliver external
customer services to agreed
quality standards and timescales

8.1 Provide external customer
service(s) to agreed quality
standards

8.2 Provide external customer
service(s) to agreed timescales

8.3 Check external customer needs
and expectations have been met

Be able to deal with customer
service problems and complaints
for external customers

9.1 Follow procedures, within agreed
timescale, to

a) process problems and
complaints

b) resolve problems and
complaints

c) refer problems and complaints,
where necessary

10. Be able to monitor and evaluate

services to external customers

10.1 Obtain and record external
customer feedback

10.2 Analyse and evaluate external
customer feedback

10.3 Take actions that will lead to
improvement in service(s) to
external customers

Additional Information about the unit

Unit purpose and aim(s)

| This unit is about providing and
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continuously improving customer
services to external customers.

Unit expiry date

31 December 2013

Details of the relationship between
the unit and relevant national
occupational standards or other
professional standards or curricula (if
appropriate)

Council for Administration (CfA)

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Assessment Strategy

Support for the unit from an SSC or
other appropriate body (if required)

Council for Administration

Location of the unit within the
subject/sector classification system

15. Business, Administration and Law
15.2 Administration

Name of the organisation submitting | CfA

the unit

Availability for use Shared

Unit available from 1 August 2010
Unit guided learning hours 12
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Title Use customer service as a competitive tool
CfA Unit No.

WBA Unit No. D/601/1228

Level 3

Credit Value 8

GLH 53

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. organise customer service to gain
a competitive advantage

1.1 develop their own and colleagues’
understanding of the services and
products offered by their
organisation

1.2 define their organisation’s service
offer and the ways in which it
compares with those of their
competitors

1.3 set an example for colleagues and
present an image to their
customers that reinforces their
organisation’s service offer

1.4 encourage customer service
actions that create and develop
customer loyalty

2. deliver a competitive service

2.1 take positive actions and
encourage colleagues to take
actions that provide individual
customers with added value
within their organisation’s service
offer

2.2 remind customers about their
service offer and the extra benefit
it provides over those of their
competitors

2.3 offer additional technical advice to
customers within their
organisation’s service offer

2.4 show awareness of the financial
implications of any added value
actions that they or their
colleagues might offer

2.5 meet customer service targets to
ensure that customers see the
benefit of dealing with them
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rather than with a competitor

2.6 re-direct customers to other
service providers without offence
when their expectations cannot
be met by the organisation’s
service offer

2.7 ensure that customers who have
shown a previous interest in
repeat and additional services are
reminded of this

2.8 encourage colleagues to offer
complementary services and
products when customer
satisfaction indicates that
customers would be interested in
them

3. understand how to use customer
service as a competitive tool

3.1 identify the factors that lead to
customers’ belief that they are
enjoying value for money

3.2 describe the services and
products offered by their
organisation

3.3 describe the services and
products offered by competitors

3.4 identify the features and benefits
of services and products that are
seen by customers as added
value

3.5 explain the purpose of adding
non-chargeable items to the
service offer in order to impress
customers and develop customer
loyalty

3.6 explain how to portray a positive
image that reinforces their
organisation’s competitive
position

3.7 explain their organisation’s
customer service targets and cost
implications of added value
actions to improve the
organisation’s competitive
position

3.8 describe complementary services
and products that may be of
interest to their customers
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Additional Information about the unit

Unit purpose and aim(s)

Customer service contributes to an
organisation’s competitive position.
Customers of many organisations
have choice about the services or
products they use and who supplies
them. Often the technical features
and cost of the service or product are
almost identical. If this is the case,
the quality of the customer service
offered makes all the difference about
which supplier the customer chooses.
This unit is about how the learner can
play their part in ensuring that their
organisation makes the best possible
use of the competitive advantage that
can be gained from offering superior
customer service. It covers how the
learner can use customer service as a
tool to compete effectively with other
providers of similar services and
products. The unit is not for a learner
whose organisation does not compete
actively with others.

Unit expiry date

31/12/2014

Assessment requirements or
guidance specified by a sector or
regulatory body (if appropriate)

Specified in the Customer Service
Assessment Strategy 2010

Support for the unit from an SSC or
other appropriate body (if required)

This unit has been submitted on
behalf of the Institute of Customer
Service

Location of the unit within the
subject/sector classification system

Name of the organisation submitting
the unit

